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Abstract  The primary purpose of this dissertation study is to develop and test a model that examines the quality of a public sector website (PSW) and its influence on citizen’s intention to be involved in the governing process. PSW quality was first evaluated using a new construct, e-CiRM, developed in this study. The construct was developed by identifying dimensions from multi-discipline of theories and used to rate over 400 county websites. A 2X2 quasi-experiment was used to test the research model which was based on the Expectation Disconfirmation Theory. The results from the 159 usable data points indicate that the quality of a PSW is critical to citizen’s satisfaction. Furthermore, citizen’s satisfaction mediates the relationship between disconfirmation and the dependent variables; intention to be involved, internal and external political efficacy. The study showed that regardless of citizen’s expectation of a PSW, it was the actual performance that had a significant influence on their wish to be involved  
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1 INTRODUCTION   The Internet has impacted every facet of our lives. At an individual level the Internet has changed the way we shop, socialize, learn and communicate with others. At organizational level it is changing the way company’s view the possibilities offered by their IT infrastructure. After numerous cuts in IT budget for the past few years, Gartner predicts that organizations are looking to invest into IT once again. Among the top three likely investments suggested by Gartner will be Internet based technology such as cloud computing rather than servers and data centers. According to Peter Sondergaard (senior vice president at Gartner and global head of Research) IT leaders need to embrace the concept of leveraging information about the end user to improve the quality of the interaction to be successful in this world of virtual social media (Gartner, 2009). Given all these changes it is no surprise that government is finally changing and recognizing the value of the Internet in its every day governing process. In 2009, government was estimated to invest 10 percent of its $71 billion allocated to IT spending (Baumgarten & Chui, 2009) towards the electronic form of government or e-government.  The U.S. government had been working towards transitioning many of their services and information on to the web since the 1990s. But the concept came into public focus when the E-government Act was signed into effect in 2002. The act was to establish a broad framework of measures that required using Internet-based information technology to enhance citizen access to government information and services. According to the published Public-Law:107–347 (2002), the act was prepared by the Office of Management and Budget (OMB) based on the findings of the Congress. The findings brought to the forefront how the Internet was rapidly transforming societal interactions and the relationships among citizens, private businesses, and the government. Furthermore, it highlighted the need for the Federal Government to provide integrated Internet-based services to enhance 
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governmental functions and services in an effort to increase citizen involvement in Government – the focus of this dissertation study.  After eight years the initiative has had time to develop. It is now possible to evaluate some of government’s achievements under e-government. From the US government’s perspective they have made great strides in the IT field. The President appointed US’ first Chief Information Officer, Vivek Kundra, to make strategic decisions on the country’s IT infrastructure. The government has also been successful in making information more accessible by launching sites such as data.gov, creating online government applications (apps.gov) for its agencies, and making government activities more transparent by providing the US IT spending Dashboard1
All the above publicized success has however been at organizational level. Very little is known about e-government successes at the individual level. That is, from the perspective of citizens for whom e-government was established (Bingham, Nabatchi, & O'Leary, 2005), and who happens to be the largest stakeholder in government (Rowley, In Press). Very few studies have been carried out by either practitioners or by researchers in this regard. For the most part, researchers have concentrated on the back-end IT issues being faced by governments such setting integrating networks and data centers (Jackson, 2009; Walsh, 2010). In recent years, there has been a call for more research to concentrate on the citizens (Verdegem & Verleye, 2009). Such research will assist in establishing whether back-end e-government successes have actually been translated to the front-end of e-government- their websites. Currently these sites are the only visible and tangible front-end of e-government. Citizen’s experience while visiting such sites will be crucial in understanding citizen’s 
 website. Furthermore, government appears to be in alignment with Gartner’s advice, and general trend in the private sector, to invest in cloud computing infrastructure for the future (Kundra, 2010).  
                                                          
1 http://it.usaspending.gov/ 
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perception of the e-government efforts. According to recent report by The American Customer Satisfaction Index (ACSI)2
In reality, reports suggests that government is failing to meet some of the goals geared towards citizens under the e-government act (Baumgarten & Chui, 2009). One of these goals is to encourage citizens to be involved and interact with government via government websites. A report by McKinsey & Company, E-government 2.0, provides a reason and a solution to this involvement issue (Baumgarten & Chui, 2009 p.30). Current government websites are geared towards “publishing” information on their site where there is a hierarchical flow of information (from government to citizens). The suggested solution is for government to have a different mindset and have a website geared towards “sharing” information which allows for a more participatory two-way flow of information 
with the citizens. One could argue that it should be relatively easy to get citizens to interact with government given that staggering 67% of those surveyed said that they have no problem broadcasting personal information via social networks in order to stay connected (Anderson & Rainie, 2010). But government has yet to take full advantage of the sharing culture that has resulted in recent years from citizens’ use of Web 2.0 technologies that support the growing online social networks. Shortcoming by government in areas of low citizen involvement and others set goals have come under scrutiny from Congress which has demanded more positive results from the e-government initiative (Miller, 2006). Hence, this dissertation study, based on theory and past literature, attempts to provide a practical solution to achieving one of the e-government goals - encourage citizens to be involved in the governing process.  
, Americans satisfaction with government website is on the rise (ACSI, 2010).  But this may not provide a complete picture as most of the sites being evaluated for such studies are federal websites (Walsh, 2009).  
                                                          
2 http://www.theacsi.org/index.php?option=com_content&task=view&id=27&Itemid=62 
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1.1 Proposed Study In a recent Government 2.0 Expo, an Australian delegate presented three questions every government should ask before venturing into the challenges of e-government: Who do 
we want to engage? How do we want to engage them? And why would they want to engage 
with us? (Smith & Fox, 2010). The first two questions have been answered by the US government. They want ordinary citizens to engage with government on issues that are important to the citizens. Under the e-government initiative, US government would like to engage their citizens to be involved in discussions or providing their opinion on policies, or suggesting solutions to problems. Furthermore, government would like citizens to be engaged through web technology. Government however, falls short when answering the last question – why would citizens want to engage with government?  According to customer relationship management research (CRM), a customer with vested interest in a product or service will be interested in its future development. Customers will therefore engage with the respective company to be part of its design and upgrade (Chaffey, 2003).  CRM also suggests that there is a need to build a strong extended relationship between customer and business before customers can be expected to have a vested interest in the product. Similarly, it is proposed here that citizens are more likely to engage with government when they feel that they have a vested interest in the governing process. Hence from the three questions we can conclude that government wants to engage their citizens using web technology and can expect citizens to do the same when government is able to provide them a reason to do so. Furthermore, government will have to do so with the limited resources available to them. The most common web technology available to government are its websites. These websites serve different purposes. They can be broadly categorized by government level, federal, state and local. The role of each level is outlined in Figure 1. Higher levels of 
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government (Federal and State) make laws and policies that are broad and apply to a large group of people. They provide both information and services that people use occasionally when the need arises. Local government serves a different purpose and was chosen for this study for the following reasons: 
• Local Government is considered to be the grassroots of government (Norris & Moon, 2005) or as Gelders et al. (2010 p. 134) explained the “distance between public and the authorities is smallest” at this level. Meaning they have more direct access to citizens than the other two levels. This is mainly because local governments provide for every day needs of citizens, e.g. school district information, local taxes etc.  
• Citizens are likely to have vested interest in local government websites if it provides information and services about the community they live in. Government can take advantage of this opportunity and build relationships via the website by meeting citizen’s online needs.  
• Local governments have the least amount of resources to invest in IT (Paulais, 2009). As a result they have the most to benefit from a solution that utilizes IT resources that they already have. This proposed study makes use of Carr’s (2003) suggestion of using existing resource that local government has in its website to better serve the citizens..  The common saying ‘the devil is in the details’ holds true for the government websites. Even though many of the local governments have websites, there is a need to investigate their quality as it relates to building relationship between government and its citizens in order to get the citizen involved in the governing process. The following section provides a brief explanation of the gaps in literature with respect to research work done in the area of e-government, quality of business websites, and the concept of building relationships. Finally, an overview of the forthcoming chapters is offered. 
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1.2 Overview of Gaps in Literature The aim of the current research was to understand the relation between the quality of a government website and citizens wish to be involved in the governing process via these websites. Research on quality of government websites has only recently come under focus. This study seeks to further contribute in this research area by addressing the following gaps in literature.  In the 1980s, the “New Public Management” model’s philosophy was to modernize the public sector so that it becomes more efficient, using managerial processes and behavior from the private sector (Boyne 2002). But there was serious debate whether private sector processes can work in the public sector, and the debate is still raging in the public administration literature (Boyne 2002; Dunleavy et al. 2006). Some researchers are hesitant to apply ideas and business models from the private sector into public sector studies. The strongest argument against such adoption stems from the view that public and private organizations are “fundamentally alike in all unimportant respects” (Allison 1979; Sayre 1953 pg 102), meaning that any similarities between the public and private sectors are not enough to justify using models from the private sector. Hence a public sector perspective on issues that have affected the private sector in the past needed to be investigated. There is no arguing that the two sectors have different operational processes. These differences are due mainly to the dissimilarities in the environment in which they exist (Boyne 2002). But, based on recent findings (Caudle et al. 1991; Ward 2006; Ward et al. 2004), the lines between the two sectors and their organizational process are becoming blurred, due in part to the use of technology. Ward et al. (2004) puts forward the idea that many technologies being adopted by the public sector has inbuilt processes that were generated or developed in the private sector. The fact that the public sector has not filed any 
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major complaints when using these technologies in its environment suggests that other ideas, processes, and models from the private sector may be able to succeed as well. But to understand areas where this may not happen requires us to take a close look at the difference in these two sectors.  The differences between the two sectors lie predominantly in the conditions under which they operate. Private organization are owned and funded by individuals or small group of people. Public organizations are owned by a community of people and are funded largely through taxation of the same group of people (Boyne, 2002). The private sector is controlled by market forces whereas the public sector is restrained more by the political system. Gelders et al. (2007) further suggests that a public sector compared to a private sector is more complex and unstable, has additional legal and formal restrictions, has more rigid procedures, and provides for more diverse products and objectives. Given these sector differences there is a need to empirically test whether work done on private sector website quality (Huizingh & Hoekstra, 2003; Palmer, 2002; Pavlou & Fygenson, 2006; Tarafdar & Zhang, 2005; Zhou Cheng & Barnes, 2008) can translate to government websites. To some extent standard features “whose presence makes a web site useful and the absence causes user dissatisfaction” (Zhang & Dran, 2000) should hold true for government websites as well. But it may be presumptuous to automatically assign factors that improve the quality of a business websites to government websites in the hope that they will have similar effect. Mainly due to the fact that business (herein will be referred to as private) and government (herein will be referred to as public) websites serve distinctly different purposes. Private web sites represent private sector consisting of business and commercial institutions; they are created for their target audiences (their customers), with the intent to make financial gains for the owner’s of the business who are usually private groups or individuals (Perry & Rainey, 1988; Rainey, Backoff, & Levine, 
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1976). To date research on PSW have been limited to issues such as visitor’s acceptance online services e.g. taxes (Kuzma, 2010), website accessibility effects on site visitors (Kuzma, 2010; Shi, 2006), usability testing (Baker, 2009; van den Haak, de Jong, & Schellens, 2009), and measurement of user satisfaction (Verdegem & Verleye, 2009). There has been no comprehensive analysis of PSW. It is only through such studies can government design websites that will encourage citizens to visit PSW. Furthermore, the research done to date on government websites have been confined to investigating the developmental phases of these sites in comparisons to those of the private sector websites (Premkumar, Ho, & Chakraborty, 2006; Reddick, 2004a, b; Reddick, 2006; Shackleton, Fisher, & Dawson, 2004, 2006; Soto-Acosta & Merono-Cerdan, 2006; Torres, Pina, & Acerete, 2006). Progression in these phases have been gauged by the number of existing government services that have been transitioned to their websites (Rorissa & Demissie, 2010). But as stated by Jansen (2010 p.213), “measuring the number of electronic services is not enough and a more sophisticated approach is needed” to analyze government websites. The proposed model for this study takes a more holistic approach and incorporates factors that contribute towards improving quality of the site to encourage citizens to be involved.  The limited research on e-government so far has focused on the government perspective. Investing in areas such as challenges faced by government, for example, Azad et al. (2010 p.99) found that the “growth and nurturing” of e-government in countries around the world is not  purely reliant on IT infrastructure but on constraints that are brought about by the laws, regulations and behavior of citizens themselves. Others have investigated and suggested government strategies (Meijer & Thaens, 2010) and process changes needed to make e-government successful (Groznik, Kovacic, & Trkman, 2008; Klievink & Janssen, 2009; Yeo, 2009). These studies are extremely valuable for government 
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policy and decision makers attempting to initiate or implement e-government projects. They address the means to an end but do not shed light on the ‘end’ itself. Meaning not enough research studies have been done to understand what the citizens want from the government websites for them to be involved in the governing process. This study gets direct response from the citizens on this issue.  MIS has focused on the use of technology in the business sector in areas such as TAM (Hung, Chang, & Yu, 2006; Lean, Zailani, Ramayah, & Fernando, 2009), trust (Bélanger & Carter, 2008; Lee & Rao, 2007), and web quality (Barnes & Vidgen, 2006) usability (Baker, 2009; van den Haak et al., 2009). Findings from these studies are essential to understanding some of the aspects of citizen adoption of PSW technology. They however have not been widely tested in a public sector environment.  To have a meaningful study on factors affecting citizen’s involvement in public affairs requires us to incorporate theories and models from other fields such as political science. Hence, this is a cross-sectional study borrowing findings from Psychology, IT, e-commerce and political science. The underlying model for this study is based on the expectation disconfirmation theory (EDT) from Psychology, while the features and functionality needed for a successful PSW is based on IT literature. The key argument on the need to build relationship between government and citizens is based off the customer relationship management from marketing and e-commerce literature. Internal and external political efficacy used to understand a citizen’s belief that their involvement has a bearing on the governing process is borrowed from political science literature.  Finally, U.S. based studies on PSW are very limited. The concept of e-government has been most successful in south-east Asia; S. Korea has been consistently ranked among the top five countries from 2006 (Holzer & Kim, 2007; West, 2006, 2007) to 2009 with Seoul taking the top e-government city (Holzer, Manoharan, & Fudge, 2009); U.S. city (New 
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York) came in fourth. The number of research publications having a U.S. perspective reflects the low rankings U.S. has received at global level. Countries such as the U.K., Netherlands and China have contributed more to research than the U.S. researchers. Since government world over are varied with few common grounds it is critical that more studies that focus on U.S. e-government is carried out. This holds especially true for PSW which reflect the specific needs of the citizens in this country.  In sum research in the area of PSW in the U.S. is just emerging. Using the Expectation Disconfirmation Theory (EDT) model this study empirically tests and reports on the relation that exists among the variables, citizen’s expectation, actual performance of local government websites, citizens satisfaction and their influence on the citizens intention be involved and political efficacies. The next sections outlines the main contributions to be made from this study. 
1.3 Research Questions The overarching purpose of the current study is to broaden our knowledge as to whether the quality of the PSW when met with the expectations of the citizen influences their wish to be involved in their community and its governing process. Based on the customer relationship model (CRM) the current study tests out six dimensions whose combined presences in PSW are thought to be key in building relationship between local government and its community of citizens. The dimensions are used to assess the quality of PSW and its e-CiRM level. The new construct created in the study, e-CIRM, is validated using a nomological network based on the expectation disconfirmation theory (EDT) model. In sum this study seeks answer to the following research questions: 
• What is the relationship between the quality of a public sector website and citizen’s involvement? 
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• Does citizen’s expectation matter in achieving the goal of citizen involvement via PSW?  
1.4 Theoretical Contribution and Practical Significance The major contribution of this study is to provide a systematic approach to investigate PSW qualities that can help build relationships between government and citizens. Based on the marketing concept of CRM such a relationship should lead to citizens being encouraged to be involved in the governing process via PSW. The study will contribute to theory building in a number of ways. First, it will provide a comprehensive evaluation of local government PSW quality. Second, the use of IT in public sector will further theories that has been well established using private sector businesses. The study will open the way for researchers to test whether some of the past findings hold true under this new environment. Third, this study breaks from the norm by using a new approach to understanding satisfaction with technology (website). It does so by using the EDT model which has been getting prominence in IT literature (Premkumar & Bhattacherjee, 2008). Fourth, constructs and variables (Niemi, Craig, & Mattei, 1991) used in political science literature are incorporated into MIS literature through this study. Integrating different fields of study allows for theory to grow and develop to meet current needs. Moreover, the tangible outcome of this study is the evaluation measure, e-CiRM, itself which local government can utilize to gauge the quality of their respective websites. Many of the features and functionality that help make a better PSW can be easily incorporated into existing websites. This will hopefully provide local governments that are cash strapped a means to accomplish the goals of e-government without additional financial support. Having a website that encourages citizen involvement will in turn help government provide services and information that align closely to citizen’s needs. 
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1.5  Overview of Forthcoming Chapters Chapter two provides a critical review of the theoretical and empirical literature on variables that will be used in the current study. It begins by examining the e-government initiative, focusing on how it determined its goals and objectives.  Chapter three presents the Expectation Disconfirmation Theory (EDT) model used to test whether citizen’s expectation and perception of a PSW will have an effect on their intention to be involved and their political efficacy Chapter four presents the e-CiRM item generation procedure. It details the theoretical background on which the dimensions and items needed to measure the dimensions were based. Chapter five presents details on instrument refinement procedure. It outlines the methodology, data collection and analysis done to validate the e-CiRM instrument itself not the construct.  Chapter 6 presents the methodology used for the EDT research model, including data collection, measures used to assess the constructs in the research model and statistical techniques to establish their reliability. Chapter 7 presents the empirical results after hypotheses testing.  Chapter 8 integrates the major findings in this study. It highlights the contribution made to both researchers and practitioners. It concludes by examining the limitation of the study and provides suggestions for future research in this area.   
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2 LITERATURE REVIEW 
 
 One of the key goals of the e-government initiative of 2002 was to get citizens involved in the governing process via government web sites. Government has yet to fully achieve this goal. Even though some progress has been made in certain areas there is a need to rethink how to accomplish this goal. This study tests out the concept of government building value for its citizens through their websites in order to get them involved. Based on the premise of customer relationship, in marketing and e-commerce, it is argued here that government needs to evaluate the quality of their websites at the grassroots level to assess whether citizen’s needs and expectations are being met. Figure 2 presents the theoretical model tested in the study. It uses the expectation disconfirmation theory to examine the role of quality of website (performance) and citizen expectation on citizen’s intention to be involved via these websites as well as their political efficacy.  Chapter 2 defines and discusses the key variables in this model. It however begins with a comprehensive background on e-government in the U.S., its goals and challenges, literature review of e-government and lastly definition of terms to be used throughout the paper. The remaining section is a literature review of the variables in the model. Chapter 3 presents the theoretical rational and empirical support for the linkages among the variables.  
2.1 Overview of U.S. E-government Act The E-government Act was signed by the U.S. President in December 2002. The act was developed by the Office of Management and Budget (OMB) with the aim to incorporate industry best practices so as to “change the way government does business with citizens” (OMB, 2002 pg 2). Government’s initial attempt to bring about change started in the 1990s with the use of IT to digitize government information. This was to make government 
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information easily accessible for the American public (Gordon-Murnane, 2002). By 2005, the annual U.S. government investment needed to support such IT projects had grown to $65 billion. The return on investment from these projects, however, has not met expectations (CIO, 2001). In an attempt to find ways to maximize the benefits from IT investment, the OMB, through the Chief Information Officers (CIO) council (CIO, 1999) established the Federal Enterprise Architecture (FEA)3
Figure 3
. The FEA process is business driven, proactive, and collaborative across the federal government, and improves the efficiency and effectiveness of government information (EOP, 2007). The five-layered model of this architecture brings into focus the commitment by government to change its existing processes and have a means to carry out checks and balances of its IT investments . The layers and their brief purpose are (EOP, 2007 pg 5-9): 
• Performance Reference Model: Provides common output measurements throughout the federal government.  
• Business Reference Model: Provides a functional (rather than organizational) view of government 
• Service Component Reference Model: Classifies the service components according to how they support business and performance objectives 
• Technical Reference Model: Categorizes the standards and technologies to support and enable delivery of Service Components and capabilities 
• Data Reference Model: Enables information sharing and reuse across the federal government via standardization and discovery of common data  The OMB reports that the potential benefits of following these five models are (OMB, 2005): 
• Reduce redundancy; 
                                                          
3 http://www.whitehouse.gov/omb/egov/a-2-EAModelsNEW2.htm 
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• Facilitate horizontal (cross-federal) and vertical (federal, state, and local) information sharing; 
• Establish a direct relationship between IT and mission/program performance to support citizen-centered, customer-focused government; and 
• Maximize IT investments to better achieve mission outcomes The FEA can be applied to any area of government that invests IT resources to implement e-government. The OMB identified four major groups that could benefit from these new government processes: 
• Individuals/Citizens: Government-to-Citizens (G2C); Build easy to find, easy to use, one-stop points of service that make it easy for citizens to access high-quality government services. 
• Businesses: Government-to-Business (G2B); Reduce government’s burden on businesses by eliminating redundant collection of data and better leveraging E-business technologies for communication. 
• Intergovernmental: Government-to-Government (G2G); Make it easier for states and localities to meet reporting requirements and participate as full partners with the federal government in citizen services. 
• Intragovernmental: Internal Efficiency and Effectiveness (IEE); Make better use of modern technology to reduce costs and improve quality of federal government agency administration, by using industry best practices in areas such as supply-chain management. The focus of this dissertation is the individual/citizen group. Under the e-government initiative, initial IT investment to support this group yielded more than 22,000 PSW (OMB, 2002 pg 2). Not all are federal PSW. But all government agencies that have invested in such technology can benefit from using the FEA in order to justify the 
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investment. For example, when making a case for a PSW investment, a government agency should be able to articulate clearly the cause and effect of having a site (PRM), establish the functional areas that it will support (BRM), be able to classify the services it will provide (SRM) and how technology can support these services (TRM), and lastly consolidate the data needed to provide information effectively and efficiently to the citizens via the site (DRM). So how effective has the investment in PSW been so far? This was a question asked by Congress in recent years (Miller, 2006; Thormeyer, 2006; Thormeyer & Miller, 2006). The next section addresses this question, but first provides a brief description of the different types of PSW.   
2.2 E-government Defined The term e-government conjures different meanings to different people, based on how and where it is used. Hence, it has had a cornucopia of definitions (Ndou 2004, Gil-Garcia and Pardo 2005, Holden et al. 2002), a sampling of which is provided in Table 1. But the underlying element in all the definitions is: 
E-government is a term used to explain the use of information technology (IT) to 
reinvent the public sector by transforming both the internal and external government 
processes. Government processes (similar to business processes) is defined here as an “interrelated, sequential set of activities and tasks” by government that accomplishes a goal (Pearlson and Saunders 2006: pg 113). These internal processes along with areas such as IT infrastructure, database integration make up the back-end of e-government. The tangible front-end of e-government, which is visible to the citizens, is the public sector website.  
A public sector website (PSW) is any website created by government for the purpose of 
serving their citizen  
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The scope of this current study is limited to this front-end portion of e-government. Hence the revised definition of e-government from here on is as follows: 
E-government is a term used to refer to government’s use of PSW to achieve some of the 
e-government goals. 
 
2.3 Relation between PSW and E-government  PSW is the most visible component of e-government and is at times referred to as the new face of government (Thomas & Streib, 2003). Research work done in this area is presented below.  
2.3.1 Evolution of PSW U.S.-based studies have mainly investigated the evolution of PSW (La-Porte, 2005; La-Porte, Demchak, & Jong, 2002; Lee, 2010; Reddick, 2004b; Watson & Mundy, 2001; Welch & Hinnant, 2003; Welch, Hinnant, & Moon, 2005) in that they outline the levels of maturity that the websites have reached. Layne and Lee (2001) were one of the first to suggest the theoretical model on which some of these studies were based. The model has four levels, starting with catalogue, transaction, vertical through horizontal integration stages (Figure 4). The maturity level of a PSW is gauged by the technical and managerial level challenges the government agency was able to meet at the time of investigation. For example, a PSW is thought to have evolved to the horizontal integration stage when the site is able to provide citizens with seamless online government services through system integration across “functional walls” (Layne and Lee 2001: pg 132). The theoretical model later was empirically tested by Moon and Norris (Moon 2002), who found that most PSW were at their initial stages of maturation.  E-government research has utilized many of the findings in marketing and e-commerce fields, such as web site quality factors (Palmer 2002, Muylle and Basu 2004), and 
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customer relationship management principles (Payne and Frow 2005, Richard and Chandra 2005) to gauge the maturity level of these sites (Scott 2006, Premkumar et al. 2006, Pan et al. 2006, King 2007). The maturity or evolution models have been found to follow similar paths to those of private sector web sites (Premkumar et al. 2006). There is, however, a shift in the work being done in the area of e-government evolution. Recent study by Andersen and Henriksen (2006), have extended the maturity models to incorporate factors other than web site functionality. Their suggested Public Sector Process Rebuilding (PPR) model defines maturity levels of PSW “not from the perspective of what is technologically feasible but from what is beneficial for the end-users regardless of the possible internal changes caused by the digitalization” (Andersen and Henriksen 2006: pg 11). The shift in research to focus on end-user needs is a reflection of the citizen-centric approach encouraged in the e-government initiative (CDT 2002, King and Cotterill 2007, OMB 2002). 
2.3.2 Political Aspects of Government Online Scheufele and Nisbet studied the “role of the Internet in promoting democratic citizenship” (2002 pg 68). At the time of the study, a traditional form of mass media was more likely to promote citizen participation (citizenship) than the Internet.  However, just a year later, Tolbert and McNeal (2003) found that citizens were in search of alternatives to the traditional media, and were looking towards the Internet. This new medium provided political information in a more convenient form and at lower cost (Tolbert & McNeal, 2003 pg 184). They also found that citizens who obtained information through such means were more likely than others to participate in such democratic processes as voting in elections.  Taking a slightly different view of politics, other researchers have focused on the fundamentals of a democratic government, such as trust, accountability, and transparency, in the digital era (Herna´ndez, Pe´rez, & Bolý´var, 2005; Marche & McNiven, 2003; Pina, 
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Torres, & Acerete, 2007; Tolbert & Mossberger, 2006). Welch et al. (2003; 2005; 2001) found that transparency, transaction capability, and interactivity of PSW were related to citizens’ trust in their government, meaning that a transition to online service did not automatically guarantee citizen satisfaction. Tolbert et al (2006 pg 354) had similar findings, stating that PSW “can increase process-based trust by improving interactions with citizens and perceptions of responsiveness.” Making information (e.g., financial) available and easily accessible to citizens can help government appear transparent and accountable to them (Pina et al., 2007). Government has to realize that its responsibility to the citizenry does not lessen under e-government (Welch et al., 2005) 2.3.2.1 Challenges Some of the challenges government is facing under e-government can be attributed to the paradigm shift suggested by Ho (2002). In a study of 55 of the largest cities in the U.S., Ho concluded that the emphasis under e-government was on “collaboration and building of networks” rather than on “departmentalization and division of labor” (Ho, 2002 pg 440) which has been the norm in government. Such a change requires a buy-in from the decision makers in government, such as the political leaders (Ni & Ho, 2005; Streib & Willoughby, 2005). Under the e-government initiative, these leaders, in addition to governing skills, need to have good IT management skills (Bonham, Seifert, & Thorson, 2001; Moon & Norris, 2005; Weill & Ross, 2005). The ability to make sound IT investment decisions based on organizational need is vital to the success of IT implementation and usage by the organization (Mata, Fuerst, & Barney, 1995). But such IT leadership skills have been found lacking, especially in local governments (Holden, Norris, & Fletcher, 2002; Norris & Moon, 2005; Streib & Willoughby, 2005).   
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2.3.2.2 Changes in Public Service Researchers outside the U.S. have investigated government process changes that have occurred or are in need of occurring in public service organizations (e.g., UK’s Inland Revenue) under e-government (Beynon-Davies, 2005; King & Cotterill, 2007; King, 2007). Instead of focusing on one technical area of e-government such as PSW, they have critiqued and suggested better models that government could use to make e-government as a whole more successful in their respective countries. King and Cotterill (2007), for example, compared the UK government’s plan to move from the idea of e-government to a new model, t-government (transformation). They concluded that the real transformation in public services will not come from using IT alone (current government approach) but by incorporating citizens’ needs and wants in the design phase. Beynon-Davies (Beynon-Davies, 2005) selected a specific public service organization, the Department of Inland Revenue, to investigate the potentialities and pitfalls brought about by e-government initiative. His conclusions were similar to King and Cotterill (above); but he also included the need to have organizational change to complement the changes being brought about by the use of IT in government process. The above literature review clearly demonstrates the shortfall that exists in research studies that focuses on citizens and their perception of PSW under e-government. The next section presents the research model for this study which aims to investigate the citizen perspective of e-government through the use of PSW.   
2.4 Research Model Now that we have a better understanding of e-government and PSW the remaining sections will be used to discuss the variables in current research model shown in Figure 2. 
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2.4.1 Citizen’s Intention to be Involved It is sometimes easier to explain what something is not to get a clearer picture of what it is. Citizen involvement, in the context of this study, is not the same as political participation. Salisbury (1975) quoting Verba and Nie (1973) defines political participation as “those activities by private citizens that are more or less directly aimed at influencing the selection of governmental personnel and/or actions they take” (pg. 325). For the purpose of this study, this definition is too restrictive. Instead the term involvement will be used. According to the Merriam-Webster dictionary, involvement comes from the verb Involve which means to engage as a participant. Involvement is commonly used in marketing and psychology literature and is defined as “a motivational state of mind of a person with regard to an object or activity. It reveals itself as the level of interest in that object or activity” (Mittal & Lee, 1989 p. 365) or as an interaction between an individual and an object (O'Cass, 2000). Borrowing from these definitions, it can be said that a citizen who is involved would be one who is engaged and participates on issues affecting them. This can be through steps such has sharing information with others or commenting on policies that affect citizens at large. In the current study the term citizen involvement is defined as follows: 
Citizen involvement is when a citizen engages and interacts with government and 
other citizens via website on issues of interest to them and their community Measuring the observable response (behavior) of actual citizen involvement is beyond the scope of this study. But based on Theory of Planned Behavior (Ajzen, 1991) and vast empirical findings, intention has been shown to be a strong antecedent to actual behavior. Hence, for this study citizen’s intention to be involved is measured rather than actual involvement. Involvement will result in the flow of information from both government and its citizens. Unlike in the past where there was only information flowing from government to the citizens (Premkumar et al., 2006; Shackleton et al., 2004, 2006). 
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Citizen involvement is a key aspect of democratic governance (Berry, Ringquist, Fording, & Hanson, 1998; Garson, 2007). Being involved allows “citizens’ rights to be heard and to influence government activities” (Garson, 2007 - ebook Chap VII). Shaping government activities gives the citizens a “sense of ownership and control” over those activities (Burby, 2003 pg 36). Burby (2003) elucidates that citizen involvement needs to occur at the early stages of government activities (e.g., policy development) in order to get support from the citizens at the implementation phase. According to Burby (2003) government can take five key steps to get citizens to be involved: 
• Engage citizens in the process early 
• Target the sector of citizens this is most likely to be affected by the activity for which government is seeking support 
• Keep citizens informed at all times on issues that relate to them 
• Find different modes through which to disseminate relevant information to the citizens 
• Allow information to be easily understood by the citizens The last three factors all relate to the importance of readily available and easily understood information that government needs to provide to its citizens in order for them to be valuable participants in the governance process (La-Porte et al., 2002). Information is power that helps in the democratic discourse (Johnson, 2000). A suitable medium through which this information can be accurately, timely, conveniently, and readily made available to government is through a PSW (Stahl, 2008; Thomas & Streib, 2003). Upon understanding the information at their disposal, citizens are in better position to participate. Currently, involvement via PSW ranks last as a reason for citizens to visit PSW (Thomas & Streib, 2005) 
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2.4.2 Internal and External Political Efficacy Political efficacy was first introduced by Campbell et al. (Kenski & Stroud, 2006; Lee, 2006) and was defined as “the feeling that political and social change is possible, and that the individual citizen can play a part in bringing about this change.” Political efficacy originally was thought to be a single construct, but now it is viewed as two different constructs (Newhagen, 1994 pg 1407-08). Internal efficacy refers “to beliefs about one's own competence to understand and to participate effectively in politics,” and external 
efficacy refers to “beliefs about the responsiveness of governmental authorities and institutions to citizen demands” (1994)  
2.5 Expectation Disconfirmation Variables  EDT proposed by Oliver (1977; 1980) is one of the primary theories for explaining satisfaction in the marketing literature (Au, Ngai, & Cheng, 2008). In recent years it has been used widely in the MIS field to understand end-user post adoption or continued use of IT (Au et al., 2008; Venkatesh & Davis, 2000). EDT is a process-based model (Premkumar & Bhattacherjee, 2008) which measures success based on a “backward-looking or 
retrospective perceptions grounded in actual usage experience” of the system [B follows 
A](Premkumar & Bhattacherjee, 2008 pg 65) Under a process based model the system (e.g., web site) is created first with features that have a certain level of quality. Upon using the system, the user experiences satisfaction/dissatisfaction with it upon which success is judged  (DeLone & McLean, 2003).  The EDT model comprises of four constructs, expectation, performance, disconfirmation and satisfaction. It is conceptualized as having five stages. First, a consumer formulates an expectation of a product. Second, the consumer has a perception regarding the performance of the product. Third, the consumer compares her perception of the product’s performance 
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against her initial expectations. Fourth, the consumer makes a determination of how well the product performed (disconfirmation). Lastly, based on the disconfirmation, the consumer’s satisfaction of the product is formulated. Churchill and Surprenant (1982 pg 491-2) summarized the EDT model as: 
“Satisfaction is related to the size and direction of the disconfirmation experience, where 
disconfirmation is related to the person's initial expectations. More specifically, an individual's 
expectations are: (1) confirmed when a product performs as expected; (2) negatively 
disconfirmed when the product performs more poorly than expected; and (3) positively 
disconfirmed when the product performs better than expected. Dissatisfaction results when a 
subject's expectations are negatively disconfirmed.” 
2.5.1 Satisfaction Satisfaction construct through numerous analysis has become a robust dependent variable in all major fields of research (DeLone & McLean, 2003 pg 10). For example, in the IS success model, satisfaction is a measure of “effectiveness success” with a system (Anderson & Sullivan, 1993 pg 126). In the marketing field, satisfaction “can be broadly characterized as a post-purchase evaluation of product quality given pre-purchase expectation” (1982 pg 493). Churchill (1982), under EDT, defined it as “an outcome of purchase and use resulting from the buyer's comparison of the rewards and costs of the purchase in relation to the anticipated consequences.” Churchill (1977) based on Pfaff’s (Susarla, Barua, & Whinston, 2003) findings, states that satisfaction can be described by cognitive as well as affective models. In addition, satisfaction definition will vary if it is being measured as part of an evaluation process or as a response to an evaluation process (Doll & Torkzadeh, 1988, 1991; Ladhari, 2007; Youjae, 1993). Based on past studies that have looked at satisfaction from end-user or customer perspective (McKinney, Yoon, & Zahedi, 2002 pg 298), satisfaction is defined here “as an affective state representing an 
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emotional reaction to” using a PSW (1977). But most EDT research in actuality applies cognitive satisfaction since they base it on cognitive expectation in their model and measurement. Affective expectation would suggest “consumers' predictions about how they will feel during the consumption experience” (Ladhari, 2007 p. 455) which is usually not what is asked of participants; as is the case for this current study. 
2.5.2 Disconfirmation  Disconfirmation “arises from discrepancies between prior expectations and actual performance” (Festinger, 1957 pg 18). Festinger (2002) referred to this discrepancy as “expectation congruency.” A variance between the expectation and performance would mean either a positive or negative disconfirmation. No variance suggests confirmed disconfirmation. This is similar to the dissonance level from Cognitive Dissonance Theory (McKinney et al., 2002). Dissonance results from differences in two cognitive states in an individual. Under dissonance theory, a person will take steps to reduce this inconsistent cognition. 
2.5.3 Expectation  The citizen expectation is defined here as the “pretrial belief” about a PSW (McKinney et al., 2002 p. 299). A user’s expectation of a product is their pre-usage belief about its actual performance (Bhattacherjee & Premkumar, 2004). Expectations are formed based on prior experiences with the product or from comparable products (McKinney et al., 2002; Webb, 2000). User experience with certain products can be ambiguous. This happens when there is no objective (or there is potential for multiple interpretations) means through which the product can be evaluated. It can be difficult for users to determine the acceptable, desired or valued attributes of product. This is most common for newer products. Yi referred to this as “product ambiguity” (1993 p.502)  Apart from variation in product type, researchers have also categorized expectation under headings such as ideal, 
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expected, minimum tolerable, desirable, will, should etc (Churchill & Surprenant, 1982; McKinney et al., 2002).  For the purpose of this study, it is assumed that the user experience with a website will not be ambiguous. Reasons being that US Census Bureau reported close to 76% of the household surveyed have accessed the Internet (US-Census, 2010). Websites are hence not new to most users. Furthermore, attributes of a website have been objectively identified and evaluated by web site users in past researches (Huang, 2003; Kim, Ferrin, & Rao, 2008; Muylle, De Wulf, Schillewaert, & Rangarajan, 2004a; Palmer, 2002; Zhang & Dran, 2000).  
2.5.4 Performance In IS and marketing literature, performance refers to the evaluation, by the user, of various features or facets of the product or services based on their recent experience with the product (Churchill & Surprenant, 1982; Oliver, 1980; Ryzin, 2006). It has been a key indicator of user satisfaction with a product and their intention to continue using the product in the future (McKinney et al., 2002; Yen & Lu, 2008). But it is “difficult to get objective measures of … performance” (Goodhue, Klein, & March, 2000 p.87; Ryzin, 2006). User evaluation of a system or product has traditionally been a proxy for performance. For a more objective measure, quality has been successful in measuring IT product performance (Suh, Kim, & Lee, 1994). Many website evaluation have relied on the theory of SERVQUAL (Parasuraman, Berry, & Zeithaml, 1988) to rate the performance of websites (Cao, Zhang, & Seydel, 2005; Chiou, Perng, Tsai, & Lin, 2008; Huizingh, 2000; Lee & Kozar, 2006).  For this study a similar approach is taken to establish the performance variable. First, the quality of a PSW will be determined based on its e-CiRM score. Then citizen’s perception of this quality will be used to measure the site’s performance. Background on the e-CiRM constrict is detailed below. The next chapter will provide the theoretical rationale and empirical support for the linkages among the variables discussed in this chapter. 
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3 RESEARCH MODEL HYPOTHESES   Chapter 3 presents research model for this study that examines the consequence of quality of public sector website (PSW) on citizen’s satisfaction and intention to be involved in the governing process. Specifically, the model attempts to understand whether citizen’s expectation prior to actually visiting the site has any effect on the above outcome. The chapter begins with a review of the research questions addressed in this study. The mode is then presented along with the hypothesized relationships among the variables in the model.  
3.1 Research Questions As stated in Chapter 1 and restated here, there are two research questions for this study. Based on the EDT model a person’s satisfaction level with a product or service is affected by their expectation prior to and actual performance after use of the service. It is suggested here that a citizen’s expectation about a PSW needs to be met by the actual performance of the site for them to be satisfied with the site. Satisfaction with a service such as a website has explained continued use as well as the wish to be involved with the service. A citizen satisfied after a visit to a PSW is expected to have a stronger political efficacy regarding their local government. In sum this study seeks answer to the following research questions: 
• What is the relationship between the quality of a public sector website and citizen’s involvement? 
• Does citizen’s expectation matter in achieving the goal of citizen involvement via PSW? 
28 
3.2 Hypotheses 
3.2.1 Influence of Citizen Expectation on Satisfaction When analyzing the effect of expectation on satisfaction two characteristics of the product have been found to be critical. Is the product ambiguous (Youjae, 1993) to the user and is it durable (Churchill & Surprenant, 1982). Product ambiguity lowers user’s confidence in assessing the actual performance of the product. User expectation for non-ambiguous products has had little or no effect on satisfaction with the product (Anderson & Sullivan, 1993; Tse & Wilton, 1988). Hence, the direct effect of expectation decreases and that of performance increases on satisfaction for non-ambiguous product. On the other hand, in the case of durable product the actual performance has a stronger influence on satisfaction (McKinney et al., 2002). Even though very little research has been done with non-durable products, Churchill and Surprenant (1982) found that expectation was a stronger indicator of satisfaction with such products. As discussed in the previous chapter, a citizen is unlikely to experience product ambiguity with PSW. Even though only 48% of citizens had visited a PSW at least once, most citizens are familiar with a website and can objectively assess the product as evident by past studies (Ryzin, 2006). A PSW also falls under durable product. By this I mean it is not a living finite product such as a plant used by Churchill and Surprenant (1982). With the combined characteristics of a PSW, it can be hypothesized: 
Hypothesis 1: Citizens’ expectations will not have a significant direct effect on 
their satisfaction with PSW 
 
3.2.2 Influence of PSW Performance on Satisfaction Performance has been found to have a significant direct indicator of satisfaction in past EDT studies (McKinney et al., 2002; Tse & Wilton, 1988). Even though this relation is not always tested (Hsu, Yen, Chiu, & Chang, 2006; Nevo & Chan, 2007; Yen & Lu, 2008) 
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under EDT, performance of a website has significantly explained user satisfaction in many ecommerce studies. Furthermore, in the case of PSW, the user gets to ‘test drive’ the site for themselves rather than being told about the performance. This has been shown to have an impact on user’s perception of a product. Hence: 
Hypothesis 2: Citizen’s percetion of PSW performance will have a positive direct 
effect on citizens’ satisfaction of the site  
3.2.3 Expectation-Performance Interaction  Proposition or hypotheses based on the EDT model has rarely been constructed in line with contingent theory. Contingent theory is a well established theory that is widely used in organization behavior (Drazin and Van De Ven 1985, Fry and Slocum 1984, Schoonhoven 1981) and to some extent MIS literature (Weill and Olson 1989). A proposition under the contingent theory is defined by Drazin and Van De Ven (1985) as a conditional proposition “because a conditional association of two or more independent variables with dependent outcome is hypothesized and directly subjected to an empirical test” (pg 514). Under the proposed validation model for this dissertation, disconfirmation construct is conditional upon the two contingency constructs, citizen expectation and PSW performance (which is measured using e-CiRM). Translating this verbal statements into statements that can be used for analytical purpose can be done in six ways (Venkatraman 1989). Among the six, the Fit Moderation is best suited due to the following definition provided: 
“According to the moderation perspective, the impact that a predictor variable has on 
a criterion variable is dependent on the level of a third variable termed here as the 
moderator. The fit between the predictor and the moderator is the primary 
determinant of the criterion variable.” (Venkatraman 1989: pg 424) An example of a fit moderation proposition would be one that suggests an alignment of organization structure and technology will result in effectiveness. Fit moderation which 
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relies on the interaction of two contingent factors “fail to provide clues about the specific form of interaction intended” and can be “interpreted in several ways” (Schoonhoven 1981: pg 351). One such interpretation would suggest that alignment (or matching) of the two contingent factors (structure and technology) would result in maximum outcome (effectiveness). Meaning, as long as there is congruence (low-low or high-high) between structure and technology maximum effectiveness will be reached or else effectiveness will be impaired. This symmetrical property of contingent theory interpretation indicates a non-monotonic effect of structure on effectiveness over a range of technological uncertainty (Schoonhoven 1981: pg 351, Rice 1992). The same interpretation holds for the proposed model; matching of the contingent factors of expectation and performance will result in achieving a confirmed state (zero disconfirmation). But deviation of either contingent factor will “impair” disconfirmation. For example higher expectation combined with low performance will produce negative disconfirmation. As suggested by Schoonhoven (Churchill and Surprenant 1982: pg 492) three hypotheses are hence apparent. Give that performance is measured by e-CIRM index the following will be tested: 
Hypothesis 3: The impact of e-CiRM index on disconfirmation is non-monotonic 
over the range of expectation 
Hypothesis 3a: When e-CiRM index is low an increase in expectation will 
positively influence negative disconfirmation 
Hypothesis 3b: When e-CiRM index is high an increase in expectation will 
negatively influence positive disconfirmation 
 
3.2.4 Influence of Disconfirmation on Satisfaction Disconfirmation as you may recall is the discrepancy between user’s pre-usage expectation about product and their post-usage perception of performance of the product. Under EDT model the type of disconfirmation (positive, negative, confirmed) will influence a user’s satisfaction of the product (Camarero & de Rojas, 2008; Churchill & Surprenant, 
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1982; LePine, Erez, & Johnson, 2002; Locke, 1976; Luthans & Peterson, 2002; Susarla et al., 2003; Youjae, 1991). Meaning citizen with higher expectation of a PSW when visiting a poor performing website will have a negative disconfirmation and low satisfaction. Hence: 
Hypothesis 4: Citizens’ disconfirmation level will have a positive direct effect on 
satisfaction  
3.2.5 Influence of Satisfaction on Dependent Variable Unlike TAM whose focus is on initial acceptance of an IT, the EDT model’s objective is to evaluate user’s continued use of IS for various tasks. Satisfaction with IS has been the most important factor for any post-usage behavior by users (DeLone & McLean, 2003; Liao, Palvia, & Chen, 2009; Nevo & Chan, 2007). Furthermore, given attitude influences behavioral intention, the marketing literature has repeatedly shown satisfied website visitor will have the intension to return to the site (Hsu & Lu, 2004; Hsu, Chiu, & Ju, 2004; Koufaris, 2002; McKinney et al., 2002). Yet, the relation between satisfaction with PSW and citizen intention to be involved has not been empirically tested (Vigoda-Gadot, 2007). Three keys findings suggest reasons to believe such a relationship can exist. First, citizens who rely on the Internet for government related issues are significantly more likely to get involved in political activity (Tolbert & McNeal, 2003). Second, citizens who are satisfied with services they received from the government (e.g., health and public clinics) tended to be involved in the governance process (Vigoda-Gadot, 2007). Third, involvement is facilitated when government is able to provide the means through which citizens are able to easily interact with their government (Tolbert & McNeal, 2003). It can therefore be argued that citizens who visit a PSW to obtain some form of service from the government when satisfied may get involved through the site. A website can be a great resource that makes it easy for citizens to interact with government through options such as email and bulletin boards. The only caveat, as discussed in Chapter two, is that true citizen involvement will 
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only likely occur over time as government is able to entice, satisfy, and extend its relationship with the citizens. Therefore, for this proposed model it is only possible to test citizens’ intention to participate after visiting a website. Hence: 
Hypothesis 5: Citizens’ satisfaction with a PSW is positively related to the 
citizen’s intent to be involved. 
 The last set of hypotheses relate to the political efficacy of the citizen. Newhagen (1997) brought into focus the influence of media on political efficacy. Relating political efficacy to Bandura’s self efficacy theory (2006), Newhagen explained that political efficacy comes about when a person feels that the political environment is not intransigent and can be influenced by their participation. A lack of intransigent environment may lead the person to withdraw from participating in the political process. The same study found that exposing a person to information via some form of media positively influences their political self efficacy. Internet can be one such media. The role of the Internet on an individual’s political efficacy has been investigated only recently. Lee’s (2006) study involving college students explored their political efficacy in relation to a PSW. Student’s external efficacy dropped upon visiting a PSW which they perceived as being of low quality website. This implies that a visitor’s external political efficacy is related to their performance evaluation of the site. An unsatisfactory evaluation will result in lower efficacy. Hence: 
Hypothesis 6: e-CiRM score of a PSW is positively related to citizen’s external 
efficacy 
 Lee (2000) however, did find that the same students had an increased internal political efficacy after visiting political news sites. This was attributed to the availability of political information that a citizen was able to access via the Internet, in order to increase internal political efficacy. The word “Information” in MIS is defined as “data endowed with relevance and purpose” , or simply data with meaning to the one person using the data. As 
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discussed in Chapter three, the content of a web site is vital to its success. The e-CiRM index evaluates the content of a PSW using various factors. Hence: 
Hypothesis 7: e-CiRM score of a PSW is positively related to citizen’s internal 
efficacy Under the EDT model satisfaction is usually considered the dependent variable. But in this extended EDT model satisfaction is a mediator between disconfirmation and the dependent variables. Hence:  
Hypothesis 8: Citizen’s satisfaction mediates the relation between 
disconfirmation and citizen’s intention to be involved 
 
Hypothesis 9: Citizen’s satisfaction mediates the relation between 
disconfirmation and citizen’s internal efficacy 
 
Hypothesis 10: Citizen’s satisfaction mediates the relation between 
disconfirmation and citizen’s external efficacy  The above hypotheses make an underlying assumption that citizens will visit PSW on their own volition. But in many cases it is becoming clear that government is taking measures to compel citizens to visit the site for certain services – making the process more mandatory in nature. For example, certain tax returns are becoming harder to file without going to a PSW. Such mandatory use or adoption of technology may not follow the expected user behavior that has been shown to be in the past (Anandarajan & Simmers, 2002; Anandarajan, Simmers, & Igbaria, 2000; Davis, 1989; Davis, Bagozzi, & Warshaw, 1989; Taylor & Todd, 1995; Venkatesh & Davis, 2000). Recent studies on IT adoption by Brown et al. (2002) and Sorebo and Eikebrokk (2008) have suggested that a significant difference in user behavior and attitude exists in a voluntary vs. mandatory environment. Hypotheses under mandatory environment are considered in the next section.   
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3.2.6 Mandatory Use of PSW Under mandatory use of IT, intention to continue using IT was found not to be influenced by the users feeling about the IT itself (Brown et al., 2002). Meaning a significant relationship between attitude and behavioral intention was not found. Under mandated environment a user can be unsatisfied with a system but still use it because they have no choice or because it allows them to get the job done (Brown et al., 2002). This implies that it is possible to have an ‘effective’ system without having a positive attitude on the part of the users. The apparent contradiction between not being satisfied with a system but still believe that it is an effective system can be explained by distinguishing between attitude towards object vs. attitude towards use of the object (Ajzen & Fishbein, 1977; Hartwick & Barki, 1994). Brown et al (2002) empirically showed that users lack of satisfaction with the system (object) itself did not influence their attitude towards the use of the system. The researchers however did espouse the need for organizations to prevent engendering of negative attitude towards a system itself. Forming an initial negative attitude towards a system may make it difficult to appreciate its usefulness. Hence, the above findings would suggest that the relationship between disconfirmation and the some of the dependent variables (DV) of the proposed dissertation model may not be mediated by satisfaction. The DV, intention to return, does not hold under mandatory circumstances as the citizen would have no other option. Based on CRM, Intention to participate is mostly likely to happen when the citizen is satisfied with the PSW. For these reasons these two DV are unlikely to be affected under mandatory environment. Citizen’s political efficacy on the other may not require citizen satisfaction for the reasons discussed next.  Lee (2006) suggests that citizen’s political efficacy can be “reinforced or weakened” by media use such as television or the Internet. Media is capable of providing two sources of political efficacy introduced by Buehler (Buehler, 1975) – cultural and pluralistic 
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perspective. Cultural perspective “places the origin of political efficacy in the process of socialization into a particular social group. Hence, the more a person relies or relates to a particular media the more likely they will associate themselves with the symbolic culture being reflected by that media. The pluralist perspective “explains one’s political efficacy as a product of one’s own political participation” (Lee, 2006 pg 416). Therefore, a citizen who perceives a PSW to be a means through which they can express their opinion may have a better sense of political efficacy. Their internal political efficacy can be positively affected by the exposure to the information on the PSW. Whereas, their external political efficacy is likely to be affected by the level of success the citizen will have in influencing the government through participation. Based on the above discussion, under mandatory circumstances the presence of satisfaction with a PSW may be lacking. But a PSW may still manage to be ‘effective’ in exposing the citizen to information and service about the government. Hence: 
Hypothesis 11: Citizens’ disconfirmation level will have a positive direct effect on 
internal political efficacy 
 Change in external political efficacy may be harder to establish since a citizen may not be able to gauge the success in participating via a PSW at a set time period. But as Lee reported, a PSW that created an overall negative impression on the site visitor did not influence the visitors’ external political efficacy. Hence: 
Hypothesis 12: Citizens’ disconfirmation level will have a positive direct effect on 
external political efficacy  In order to test the above hypotheses there was a need to first develop and validate the e-CiRM construct. The construct development process is detailed in the next chapter.  
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4 e-CiRM Construct Development 
 
 Chapter 4 provides details on the steps taken to develop the e-CiRM construct and the instrument used to measure it. The chapter begins by providing the theoretical background on which the construct was based. It is followed by Step 1 of 4 needed to measure the e-CiRM construct as shown in Figure 5.  
4.1 Origin of e-CiRM Construct  The e-CiRM construct was developed to systematically evaluate the quality of PSW. The construct was based on past literature from both marketing and MIS. The empirically supported evaluation of PSW could then be used to test user’s perception of performance of PSW under the Expectation Disconfirmation Theory model. As mentioned in Chapter 1, government needs to build relationship with their citizens via PSW in order for them to be involved in governing process. The theoretical support for this argument comes from CRM in marketing literature. The CRM model suggests building a strong extended relationship among parties to encourage interaction (Payne, Ballantyne, & Christopher, 2005; Payne & Frow, 2005). Businesses in the private sector have found that interaction with their customers was more likely to occur when a strong relationship existed between them and their customers (King & Burgess, 2007). This is in an effort to create “committed customers” who are more likely to provide information needed by businesses to gain competitive advantage (Park & Kim, 2003 pg 652). Even though the solution appears simple, the actual task of building a relationship is challenging. Net-enabled businesses have realized that having a customer-centric approach when designing their product and services provide the best solution (Albert, Goes, & Gupta, 2004; Reinartz, Krafft, & Hoyer, 2004; Rust & Kannan, 2003; Stefanou, Sarmaniotis, & Stafyla, 2003; Watson, Piccoli, Brohman, & Parasuraman, 2004; Zinkhan, 2002).  
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The relationship building process that leads to actual feedback from the customers can be summarized in three major steps. According to Chaffey (2003) these are  
• acquire customers via clear communication,  
• retain them through good service and  
• extend the relationship through delivery of tailored products/service to clearly defined customers (King, 2007) Under the context of e-government, acquire may not be the most accurate term. Acquire in the private business sector implies a business making customers aware of its product and services in the hope that they will choose to buy it from them rather than from their competitor. But in the public sector, government has a monopoly over the services provided and therefore has no need to acquire citizens. Citizens can and will only look toward their government when in need of government-related services. Citizens however, do have the choice to either receive these services through current brick and mortar4 (B&M) government offices or via the PSW. Government therefore needs to entice rather than acquire citizens to use PSW for their needs. The most “enticing” aspect of e-government is that it allows citizens to obtain information or services from PSW when it is convenient for them and not limited to government office hours. Making use of Roger’s diffusion of innovations theory (1995, 2003) it can be argued that a citizen will be enticed to use PSW when citizens view it as providing “relative advantage”5
As in the private sector, retention of PSW visitors will be affected by the experience citizens while visiting the site. A satisfactory web experience is necessary for citizens to 
 over brick and mortar services. Convenience along with quality of PSW will play a major role enticing citizens to opt for PSW.  
                                                          
4 Brick and Mortar is a common term used  to describe physical locations of businesses that also have virtual shopping sites on the 
Web 
5 Relative Advantage: the ‘degree to which an innovation is perceived as being better than the idea it supersedes’ 
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continue using the site in the future (Reichheld & Schefter, 2000; Reinartz et al., 2004; Rust & Kannan, 2003; Yen, Hu, & Wang, 2007; Yen & Lu, 2008; Zeithaml, Berry, & Parasuraman, 1996). Web site visitor experience will depend on the quality of the site in areas such as service, trust, site content etc. (Delone & McLean, 1992; DeLone & McLean, 2003; Gefen & Straub, 2000; Gefen & Straub, 2002; Yang, Huang, Sung, & Farn, 2006; Yang & Fang, 2004; Zeithaml et al., 1996; Zhang & Dran, 2000; Zhang, Keeling, & Pavur, 2000).  Retention of visitors to a site gives the government the opportunity to build and extend the relationship with its citizens. Under CRM, “relationships cannot be viewed as multiple independent transactions but rather the interdependency of the transactions” that evolves over time (Reinartz et al., 2004 pg 294). As in businesses, in time government can hope this buildup of a relationship will stimulate and motivate citizens to action (Yoon, Choi, & Sohn, 2008). The action commonly sought in the private sector is the sharing of information and being engaged in issues affecting the customer (De Wulf, Odekerken-SchrÃlder, & Lacobucci, 2001; Jayachandran, Sharma, Kaufman, & Raman, 2005). Similarly, an extended relationship between government and citizen may lead to a two way communication and sharing of information for mutual benefit.  As explained above, the quality of PSW plays a major role in enticing, retaining and extending the relationship between government and its citizens. Government needs to make a conscious effort to go through the paradigm shift form a one-way delivery of information to citizens to a two way communication. The idea of e-CiRM can help provide a structure through which to do so.  
e-CiRM is defined as a comprehensive strategy and process of using Web-based 
technology to retain and strengthen the bond between citizen and their government. e-
CiRM is achieved by government having a citizen-centric approach to providing services 
and its efforts to facilitate active citizen involvement in the governance process.  
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Operational definition can be understood best by referring to Bridgman (1927) who was referenced by Pedhazur & Schmelkin (1991 p.172) as stating that a construct “is synonymous with the corresponding set of operations,” meaning that operational definition establishes what it is that one wishes to measure. In this study, an e-CiRM index will be developed to measure the new construct. The index is defined in this study as: 
e-CiRM index is a discrete number which represents the quality of a PSW in supporting 
citizen involvement 
4.1.1 Theoretical Development of e-CiRM Construct e-CiRM construct is a multidimensional construct built upon theoretical research findings from various disciplines. To analyze how well PSW is achieving e-CiRM requires us to ask three broad questions which gives way to three perspectives: 
• What is in the web site? 
o The Content Perspective 
• What makes the web site user-friendly? 
o The Usability Perspective 
• What makes the web site attractive? 
o The Design Perspective These perspectives have been used in past literature to evaluate private sector websites for success factors (Sanchez-Franco & Roldan, 2005; Watson et al., 2004; Wheeler, 2002) as well as site visitor behavior (Atkinson & Kydd, 1997; Chung & Tan, 2004; Koufaris, 2002; Lin, Chuan-Chuan, & Lu, 2000; Sanchez-Franco & Roldan, 2005; Skadberg & Kimmel, 2004; Tsai, Lin, & Wu, 2005). These perspectives are detailed below. 
4.1.1.1 The Content Perspective The first step in building an online relationship between government and its citizens is to entice citizens to visit the PSW. Therefore, the content of a web site (content quality) 
40 
will be a key determining factor in this initial step (Huizingh, 2000). Content quality was weighted to be the most important category in web site evaluation, regardless of the type of web site and industry it represents (Agarwal & Venkatesh, 2002; Palmer, 2002). Unfortunately, content quality has been defined in a myriad of ways by researchers (Gonzalez & Palacios, 2004; Lee & Kozar, 2006; Premkumar et al., 2006; Wu & Wang, 2006). The two most common of these definitions are: 
• Content has been used to mean the actual text, data, or wording on a web site  
• Content has been used in the broad sense to mean the presence of features on a web site.  Both are important aspects of a web site that need to be considered. Their clear distinction lies in the way the two forms of content are measured for quality. Hence, the two are differentiated as follows: The form of content that is measured by accuracy, relevance, and currency6
                                                          
6 Currency in quality literature refers to the timeliness or how current the information is at the time of being viewed by website visitor 
  is referred to as Information Quality (Katerattanakul & Siau, 2008; Lin et al., 2000; Liu & Arnett, 2000) and is based on the IS success model by Delone and McLean (1992). This, for example, would include the quality of an introductory “blurb,” news items that may be available on the web site for the citizens. Information quality has been found to affect web site visitor satisfaction, which in most cases results in return visits to the site and having the intention to use it again (Cao et al., 2005; Ethier, Hadaya, Talbot, & Cadieux, 2006; Liu & Arnett, 2000; Muylle, Moenaert, & Despontin, 2004b). Information quality of PSWs has not been evaluated widely in the literature. Initial findings, however, suggests that currency and completeness of information rate high with PSW visitors (Zhang, von Dran, Blake, & Pipithsuksunt, 2001). This seems reasonable, as citizens are likely to visit a PSW to learn what is happening in their community. Outdated information may dissuade them from 
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returning to a site. Completeness of information would suggest that citizens want to be well informed about their government and how it is managing their affairs. An informed citizen probably will be better equipped to interact with government and be part of the governing process. A PSW with good information quality can help mold citizens’ perception of government through accountability and transparency (Welch & Hinnant, 2003; Welch et al., 2005). The form of content that is measured based on presence of features that support web site objectives is referred to simply as Item Richness. Premkumar et al. (2006 pg 183), for example, rated a PSW based on the presence of a “city map” and “event calendar.” Most PSW evaluation has been focused on item richness (Premkumar et al., 2006; Reddick, 2004a; Torres et al., 2006). Item richness is considered to be a good indicator of the maturity level of a PSW (Kuk, 2002; Reddick, 2004a, b). Item richness, as defined here, can contribute to what Zhang et al.(2000) refer to as hygiene factors. Hygiene factors, which originate from Hertzberg’s two factor theory (1966, 1968), “would be the ones whose presence makes a web site useful and serviceable, and whose absence causes user dissatisfaction” (Zhang & Dran, 2000 pg 1254). Government needs to minimize user dissatisfaction by having hygiene factors in place (Kuk, 2002). Hygiene factors, however, will not generate user satisfaction but reduce dissatisfaction. Satisfaction may result from the next section on usability. 
4.1.1.2 The Usability Perspective Web site content is only valuable to citizens when they are able to access the information and use the functionality present (Chakraborty, Srivastava, & Warren, 2005; Palmer, 2002). The term usability often is used, as it is here, to define the “quality of a user's experience when interacting with”7
                                                          
7 http://www.usability.gov/basics/whatusa.html 
 a web site. The experience is often affected by the ease with which the visitor is able to obtain information he/she needs from the web site (Palmer, 
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2002). Usability has received attention in both private and public sector web sites. The U.S. government has a dedicated web site (http://usability.gov) that provides a step-by-step guide for government institutions to follow when creating a web site. Information found on the  usability site aligns closely with what has been compiled periodically by the widely cited Jakob Nielsen (http://www.useit.com) and others (Keevil, 1998). Nielsen provides the dos and don’ts when creating and maintaining a web site.  Usability encompasses areas such as navigation, search measures, categorization of content, and links to other sites and services; in other words, the issue of user-friendliness or ease of use of the site (Agarwal & Venkatesh, 2002). Perceived ease of use (PEOU) has been found to be an important predictor of technology usage (Davis et al., 1989; Hackbarth, Grover, & Yi, 2003). PEOU is important when the user is unfamiliar with a technology (Burton-Jones & Hubona, 2006; Lee, Kozar, & Larsen, 2003). Even though users may be familiar with web sites in general, most are not familiar with a PSW, as it is relatively new to users. A PSW therefore is at risk of not being used if its usability is low.  It is proposed here that usability and item richness are linked integrally. The quality of item richness is measured through usability. For example, the item “Search” on a web site can be of high or low quality. A PSW having an “Advanced Search” option provides a higher quality of “search” than a PSW with a simple “Search” option. This type of comparison can be done with most items on a web site. The focus of this dissertation, however, will be on items that are thought to be relevant in building a strong relationship between citizens and government to have two-way interaction (citizen participation). 
4.1.1.3 The Design Perspective A first impression can be a lasting impression when it comes to web sites (Everard and Galletta 2005-6). Psychology literature based on “expectancy-contrast theories” (Skowronski and Carlston 1989 pg 131) would suggest that citizens’ first impressions of a 
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PSW would be critical in how they perceive the site. In this age of the Internet, most users already have a particular adaptation level (Helson 1964) for web sites based on what they have seen in the existing private or commercial sector. Anything that falls below this level is likely to result in a negative attitude toward a site. A PSW design therefore needs to be comparable to those that most Internet users are accustomed to. Web site design, among other things, involves images, color, layout, and complexity of a web site (Bauer et al. 2002; Ethier et al. 2006; Huizingh 2000; Nadkarni and Gupta 2007).  Design elements such as images, video, and audio have an effect on web site performance quality, e.g., loading speed (Nielsen/NetRating 2006; Yen et al. 2007). Research has shown that the speed at which a web site loads initially, and the time taken to navigate through the different links, affects customers’ views of the web site (Weinberg 2000; Weinberg et al. 2003). In short, the presentation of a site relies on design elements, which in turn influences the size of the site and hence the loading time. A PSW therefore needs to find a balance between presentation and performance so as not to deter citizens from using the site. The above three perspectives, content, usability, and design, are broad categories used to analyze a web site. It is possible to study each element separately, as has been done by researchers in the past (Nicolaou, 2006; Zeng & Parmanto, 2004). The objective of this study is not to focus on one element but rather to get an overview of PSW quality as it pertains to supporting citizen participation. e-CiRM construct therefore is a multidimensional construct that incorporates parts of all three perspectives. These parts and how they will be evaluated specifically for this study are presented in the next section.  
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4.2 Step 1: Operationalization of e-CiRM Construct Bagozzi (1980) refers to the relationship between theoretical variables (unobservable) and their operationalization (instrument/measure) as the observational 
meaningfulness of the construct. In past studies, operationalization of website quality constructs involved the use of an index or matrix to evaluate the website (Gonzalez & Palacios, 2004; La-Porte et al., 2002; Muylle et al., 2004b; Nayak, Priest, Stuart-Hamilton, & White, 2006; Parmanto & Zeng, 2005; Welch & Hinnant, 2003). In this study, the PSW will be evaluated using the index created for the e-CiRM construct.  There is no established procedure when it comes to the creation of a web site evaluation index. But various interpretation of a version suggested by Evans and King (1999) has been followed by most researchers. Their procedure involves first identifying the major dimensions that the construct is trying to measure. These dimensions help narrow the areas of a web site that is being considered for the study. Dimensions are made up of specific items that are rated based on their presence on the site. When possible, rating and weights are assigned to both or either of these dimensions and items (Evans & King, 1999). The evaluation score is based on a mathematical calculation of dimensions, items, rating, and weight assigned during the analysis.  Any number of dimensions could be chosen when evaluating a website. But they all can be grouped under two major headings as suggested by Zhang et al. (2000). Based on Hertzberg’s motivation theory (1968), Zhang reported the need for a website to have both hygiene and motivator factors. Hygiene factor(s) are defined as those attributes of a web site “whose presence makes a web site useful and the absence causes user dissatisfaction,” whereas Motivator factor(s) is defined as those attributes of a web site that “add value by contributing to user satisfaction” (pg 153). Hence based on past literature the dimensions of CiRM that reflect these factors are as follows. The dimensions navigation, appearance, and e-
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service fall under the hygiene group; whereas the dimensions transparency, interaction, 
credibility, and connectedness fall under the motivator group. A summary of the e-CiRM dimensions is provided in Table 2.  The reasons for choosing these specific dimensions are explained in the next section. Each dimension is defined and this is followed by the list of items (attributes) on the website that will used to measure it. Some items have sub-items that help explain the quality of the initial item 
4.2.1 Navigation  Navigation is defined as the perceived ease with which citizens can find the location of 
the information or services for which they are visiting the site (Childers, Carr, Peck, & Carson, 2001). Under the technology acceptance model (TAM) (Davis, 1989), perceived ease of use (PEOU) of a technology is a predictor of user behavior. Meaning, visitors are unlikely to return to a site that is not easy to use to find what they need (Katerattanakul & Siau, 2008; Zhang & Dran, 2000). Given that most citizens are not familiar with a PSW the ease with which all the information is made available to the is critical to the experience they have while In an online store visitor’s behavior can be characterized by finding a specific product and purchasing it. Citizen’s behavior on a PSW is less predictable and hence good navigation is essential.  
Navigation Items: Taking an everyday example – being successful in reaching an unknown 
destination when traveling usually is dependent on two things: having good directions on how 
to get there (even with a Geographical Positioning System) and the destination itself being 
well labeled (e.g., street names) to know you have arrived. The same argument can be used when finding information on a web site. Research has shown that a visitor to a site is likely to find what he/she is looking for if the site has the following navigational items: Site Map, Help, Categorization, FAQ, Breadcrumbs, Search option, Accessibility. 
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• Search option sub-item – Search option (when it works) provides a means to find information quickly when the user is unaware of the actual location of the information (Schaik & Ling, 2001). Perfecting the algorithm of a good search option takes time. But the quality of the search is aided by items such as advanced search options, which allows Boolean search and/or outsource the search engine (e.g., Google search) Accessibility sub-item – Accessibility refers to assistive technologies on the Web that help people with disabilities access web content (Zeng & Parmanto, 2004) and have been investigated most in the health care literature (Nayak et al., 2006; Parmanto & Zeng, 2005). It is part of the democratic process is to make information available to all citizens and not to a target audience (Brewer, Neubauer, & Geiselhart, 2006; Dahl, 1989; Li, 2007; Stahl, 2008). Therefore, citizens who are visually challenged and may need additional assistance to access PSW information. There are three levels of conformance set by W3C8 (A, AA, AAA). Extensive research in accessibility analysis has been done in past studies (Parmanto & Zeng, 2005; Zeng & Parmanto, 2004). For the purpose of this dissertation, I have included a simplified version as this item as part of a larger web site analysis matrix. This sub-item will be measured using a free automatic web evaluation package provided by Etre9
4.2.2 E-Service 
 In addition, to this automatic check, a manual check will be carried on PSW pages to note whether the functionality to change font size is present. Allowing a change in font size is becoming a standard function to assist the visually challenged. 
E-Service is defined as the provision of information, goods, and service by government 
to its citizens on its PSW (Musso, Weare, & Hale, 2000). The objective behind e-service is for citizens to be able to obtain government services when it is convenient to them (McGovern, 
                                                          
8 World Wide Web Consortium http://www.w3.org 
9 http://www.etre.com/tools/accessibilitycheck 
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2006; Meuter, Ostrom, Roundtree, & Bitner, 2000; Salomann, Kolbe, & Brenner, 2006). In the private sector, the concept of “e-services” has helped to improve the value of relationships between businesses and their customers (Rust & Kannan, 2003). E-service plays a key role in the perception of usefulness of the PSW. Based on research findings using the TAM model (Davis, 1989) a web site visitor only will use a PSW when this technology assists them (perceived usefulness – PU) in the task for which they came to the site. PU has been a strong indicator of user behavior (Childers et al., 2001; Davis et al., 1989; Lee et al., 2003) especially when visiting a site for utilitarian purposes (Huang, 2003, 2005). Hence, PSW needs to provide adequate e-services so as to build citizen’s trust that they will finding what they need when they visit the site under e-government (Berman, 1997; Thomas, 1998).  
E-Service Items: The government is currently providing some online services and this is likely to grow as the PSW matures (Layne & Lee, 2001). These services are not always consistent across all sites. E-service across nation’s PSW can sometimes be dictated by factors such as geographical, demographic and cultural differences. Therefore, compiling a comprehensive list of services that could be provided by government appeared futile. I instead focused on whether three main processes for providing e-services were present on the site. The processes were downloading to personal computer, upload to site server and access to searchable government databases. Typical examples would be download of documents (.pdf), upload of tax information and search of marriage certificate details respectively. 
4.2.3 Appearance and Performance  Appearance and Performance is defined as the visual design and layout of the PSW. 
Evaluation of web site appearance suffers from user subjectivity: “beauty is in the eye of the beholder.” Many factors need to be considered when evaluating appearance, such as 
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resolution and color contrast. Measurement of performance also can suffer from subjectivity, as performance (e.g., loading time) is dependent on the user’s type of Internet service (e.g., broadband vs. dial-up). 
Appearance & Performance Items: No specific item on the page will be targeted. A combined results from web analysis tools such as Alexa10 or Dr. Watson11
4.2.4 Transparency  
, as used by Gonzalez and Palacios (2004), and manual evaluation of site using predetermined appearance heuristics would be used to measure this dimension.  
Transparency is defined as government’s ability to disclose information on 
government activities on a PSW so that citizens may make informed decisions about their 
government. The U.S. has seen an increased effort to appear transparent (Brito, 2008; Feds, 2008a, b) and the PSW is a great communication asset to get information about government to its citizens. There is some question whether having information about government will result in a positive or negative impact on the citizen (Dahl, 1989; Nugent, 2003). But under the democratic process, citizens are required to understand and be informed of the civic process. An “open” government can “increase citizens’ ability to observe and understand government operations” (Welch et al., 2005 pg 376). The term “openness” is defined by LaPorte et al. (2002) as “the extent that an organization freely and universally provides comprehensive information about all its attributes.” A PSW provides a medium that government can use to create an open government (Brewer et al., 2006). An open government allows for transparency, making it easier for citizens to hold government accountable (Wong & Welch, 2004). Transparency also can  assist in improving citizens’ “fiduciary trust”12
                                                          
10 http://www.alexa.com/ 
 (Thomas, 1998) in government by decreasing the asymmetrical access to 
11 http://watson.addy.com/nph-watson5.cgi 
12 “Is based on principle-agent theory in which the relationship between government and citizen is asymmetric” (Wong and Welch 
2004 pg 371). Citizens place trust in their government to do right by them. 
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information about the government. Researchers have agreed that public action is determined by the level of trust they have in their government (Welch et al., 2005). Increasing trust assists in reducing citizen cynicism and encourages citizens to be part of government rather be alienated from it (Berman, 1997).  
Transparency Items: Items for transparency was adopted from those used by Cyberspace Policy Research Group, at the University of Arizona (CyPRG) and reported by LaPorte et al. (2002). The items are contact information of elected representatives, job description, background information of the leaders, overview of county organization structure, mission-statement of some kind, policy information, and court information item. 
4.2.5 Interaction Interaction is defined as how well citizens are able to communicate with government 
and provide opinions on matters that are important to them via a PSW. Brewer (2006 pg 486) cities Dahl’s (1989) first criterion for democracy as having “effective participation of citizens.” As discussed in past chapters, citizens have to be willing to participate, and this willingness is helped by building stronger relationships. However, a PSW will need to be functionally capable of supporting the citizen who is contemplating participating via the site. An ideal two-way interaction would allow both government and citizens to communicate on a real time basis. For example, both citizens and elected representatives can weigh in on issues by joining discussion groups. Such interactions can help build mutual and social trust which may encourage more citizens to participate (Tolbert & McNeal, 2003; Tolbert & Mossberger, 2006).  
Interaction Items: Most of the items for interaction will be adopted from those used by La Porte et al. (2002) in the CyPRG. The items are chat rooms (Brewer et al., 2006), discussion forums, bulletin boards and contact information. Interaction also will be measured using a 
50 
second tool by sending e-mail to county officials and recording the time it takes for a government representative to respond to the e-mail inquiry (Palmer, Bailey, & Faraj, 2000). 
• Contact information sub-item: A PSW having various means through which citizens can communicate with government is one that supports and encourages participation. The sub-items will include communication media e-mail, phone (directory), and postal address. 
4.2.6 Credibility  Credibility is defined as how well government is able to build confidence in citizens to 
use the PSW. An organization and its own website can be thought of as two separate entities when it comes to building credibility for either of them. An organization’s existing positive reputation can help but does not translate automatically to its positive web site reputation (Glassman, 2004). E-commerce and MIS research studies have shown that visitors have to trust the reputation of the web site itself for them to use it (Gefen & Straub, 2002; Gefen & Straub, 2004; Kim et al., 2008; McKnight, Choudhury, & Kacmar, 2002). Meaning, government cannot assume that the citizen’s trust in them will translate to citizen’s trust of PSW and its content.  
Credibility Items: A website’s reputation will be used as a proxy for its credibility. “Reputation means that one assigns attributes to a person based on second-hand information about them”(McKnight et al., 2002 p.306). Reputation has been found to be important trust building factor when visitors do not have previous personal experience with website (Koufaris & Hampton-Sosa, 2004). Meaning site visitors are assured by a third party’s opinion of a relatively unknown site. Hence, third party seals such as awards given by independent organization (Hu, Wu, Wu, & Zhang, 2010), and link popularity counter which suggests other citizens have visited the site was selected to measure this dimension. 
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Link popularity can be obtained using web applications that measure web site statistics (e.g. Alexa). 
4.2.7 Connectedness  Connectedness explains how well a PSW is able to bring about the perception of 
belonging to a community. Researchers have found that a web site that provides enjoyment or allows a visitor to experience flow in the task he/she is doing is a motivator to continue using the site (Childers et al., 2001; Chiu, Hsieh, & Kao, 2005; Liu & Arnett, 2000; Zhang & Dran, 2000). Even though a government web site is likely to be used for utilitarian rather than hedonic purpose, it still can provide a means for citizens to find enjoyment. Some aspects of a web site may not be classified as being hedonic but can provide a sense of belonging to a community, which can encourage individuals to take interest and share information with others for the common good.  
Connectedness Items: Items that promote a sense of community will be used. These are Welcome message, Event calendar, School Information, and Links to recreation options found within the county. Before this instrument could be used to evaluate PSW there was a need to validate it empirically. The next chapter will outline the methodology used to validate the theoretical items generated to measure the dimensions for e-CIRM construct in this chapter.  
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5 INSTRUMENT REFINEMENT DESIGN & METHODOLOGY 
 
 The past chapters have provided the theoretical background for the e-CiRM construct development. Hence Chapter 4 was Step 1 of the four step process to instrument validation as summarized in Figure 5. This chapter will discuss the methodology used to operationalize the construct. The chapter begins by providing details on the remaining three steps involved in the operationalization process. Followed by data collection, analysis and results section. In total three surveys were carried out for this dissertation study. Two of them are discussed here and the third is presented in proceeding chapters. All surveys went through an exempt IRB (Institution Review Board) certification process. Questionnaires used for the survey is presented under the Appendix section.    
5.1 Step 2: Face Validation and Categorization Step 2 had two objectives. First, was to provide face validation for the seven dimensions developed in Step 1 to represent the e-CiRM construct. Second, was to validate the categorization of website items (also created in Step 1) under the dimension they are most likely to measure. Face validity is prone to subjectivity and hence is not considered to be as robust as other validity tests (Trochim, 2006). But it allows for an initial check to see whether the dimensions "on its face appears to be a good translation of the construct” being measured (Churchill, 1979; Peter, 1981 p.136).  Eight SME (subject matter experts) assisted in achieving the objectives. They were all experienced website users who were also familiar with the face validation process. The SME were presented with the definitions of the seven dimensions. They were instructed to carefully read each definition and comment on how well the definition represented the dimension. For the second objective, the same SMEs were given the task of categorizing the 
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30 website items (generated based on literature review in previous chapter) under the seven dimensions. Appendix 1 provides the definitions used for the survey. An additional option of “not sure” was provided next to the seven dimensions for SMEs to choose from in case the website item was not clear to them or they were unaware of the item’s existence.  
5.2 Step 3: Item Reliability  Step 3 addresses the reliability of website items to measure their respective dimensions. Reliability is defined conceptually “as the correlation between a measure and itself” (Hoyle, Harris, & Judd, 2002 p.84). It is a prerequisite for validity,13
For the purpose of the study the test-retest was the most appropriate since the objective here was to make sure that participants consistently chose the same items to represent a specific dimension across time. This type of test has been used in past MIS studies (Hendrickson, Massey, & Cronan, 1993; Webster & Martocchio, 1992) as well as 
 that is, “a measure cannot be valid if it is not reliable” (Pedhazur & Schmelkin, 1991 pg 88). Researchers sometimes run the risk of relying on high reliabilities as evidence of validity. Furthermore, reliability suffers from two types of errors, systematic and unsystematic. Systematic errors recur upon repeated measurements, and unsystematic errors are those that vary and are unpredictable. It is imperative to report (as is being done here) on the procedure to be used to estimate reliability in order for the reader to ascertain the type and source of error (Hoyle et al., 2002). Two most commonly used reliability tests, test-retest and internal 
consistency test, will be carried out for the e-CiRM instrument. Test-retest addresses random errors that vary across time, whereas internal consistency test addresses random error from “one question or test item to another within the same measure” (Hoyle et al., 2002; Pedhazur & Schmelkin, 1991 p.88).  
                                                          
13 Reliability is a necessary but not a sufficient condition for validity (Pedhazur 1991 pg 81) 
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other fields (Jorgensen, Syme, Smith, & Bishop, 2004; King et al., 2009). Under the test retest the same measure is administered at two different time intervals. The interval can vary from two weeks to several decades (Gaudron & Vautier, 2007). The variance in duration length is mainly due to certain individual responses being thought to be stable over time while others are not (Ghiselli, Campbell, & Zedeck, 1981). A “high test-retest reliabilities indicate relatively stable constructs” whereas “low test-retest reliability coefficients reflect variable characteristics” (Webster & Martocchio, 1992 pg. 208).  Duration of two weeks was decided to be acceptable for this study. An online survey was created using the items resulting from Step 2. In the survey, as shown in Appendix 2, items were grouped under the dimensions they were proposed to measure. One or more items not thought to fall under the dimension were included as a cross check. Undergraduate students studying in a North Eastern University were recruited for the study. During class break they were given a brief description on the study and were requested to volunteer to take the survey. Students were given extra credit only when they completed the same survey in two weeks. The link to the survey (Period 1: test) was posted on the learning management system of the University. The link was taken off the site for the interval and reposted for the second part of the study (Period 2: Retest) and an email was broadcasted to students taking the course to re-take the survey.   
5.3 Dimension Weight Assignment  Step 4 applies to instrument that need to measure more than one dimension. The e-CiRM construct is made up of several dimensions. In research there is a need to establish how much each dimension contributed towards measuring the construct (Evans & King, 1999). There is however no standard procedure in assigning these weights. Gonzalez et al. (2006) used logical arbitration of weights based on the importance of the factors as they 
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saw fit. Whereas Torres et al. (2006) weight was correlated directly to the number of items used to measure the dimension. Huang et al. weighted each factor similar to a Likert scale, with “feature present, feature present averagely, and feature present excellently” (Schwab, 1980 pg 6).  It is evident that researchers have tried to assign weights objectively, but the process is still quite subjective. In most cases the weights have been assigned by the researcher themselves.  For this dissertation a different approach was taken. Instead of arbitrarily assigning weights, County commissioner (or equivalent role) from all 50 states were requested to provide their professional opinion on the level of importance of these dimensions. Commissioners make up the governing body for the county and have legislative and executive power. In some states, commissioner may be called supervisors or parish police jurors, county judges, or something similar. The commissioner usually is elected and hence can be thought to represent the citizens they serve. It is important to point out that they are unlikely to be the creators or designers (in conventional terms) of these sites. But they probably have some say on the web sites that represent their counties. They are also in a position to accomplish the U.S. Office of Management and Budget’s (OMB) e-government objective to use technology (such as a PSW) to meet the needs of citizens. Hence their opinion on the importance of the dimensions to a public sector website was thought to be more relevant than that arbitrarily assigned by the researcher.  The publicly available email address of the commissioners was manually extracted from the National Association of Counties (NACo) web site.14 Appendix 3
. An email describing the objective of the study along with a link to the online survey was sent out to them. 
 provides the screenshot of the survey and the questionnaire is presented in Table 3.  
                                                          
14 http://www.naco.org/ 
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5.4 Evaluation of Rural County Website At the end of Step 4, the resulting items and the dimensions they represented were used to carry out a heuristic evaluation of U.S. county websites. Heuristics evaluations “are assessments conducted by small group of evaluators against a pre-established set of guidelines or heuristics” (Agarwal & Venkatesh, 2002 p.170). According to Kantner and Rosenbaum (Kantner & Rosenbaum, 1997 ) and others (Hoyle et al., 2002; Tarafdar & Zhang, 2007/08) five is the maximum number of evaluators in a group. For this study, three experienced web users having similar educational background were hired as heuristic evaluators. They were given a set of heuristics to review before evaluating the sites (Appendix 4). There are 3,066 counties in the U.S. but not all could be evaluated due to limited resources. Therefore, only rural counties were considered for this study as they have limited resources to invest in new IT and the most to gain by utilizing existing technology (such as their website) to get optimum return on their investment. At the time this study was carried out, there was no automated means through which the list of rural counties and their URL could be obtained. Hence, a three stage manual extraction of data from both NACo.org and US Census Bureau was needed to compile the list of counties. First, all county names and their respective states were copied from NACo.org site and then pasted in Excel sheet. Second, using the US Census bureau’s website each county was checked to establish its classification. US Census bureau’s county quick facts15 section does not as such classify any county statistical area as rural. Rather they are categorized as NONE; that is not metropolitan nor micropolitan16
                                                          
15 http://quickfacts.census.gov/qfd/states/ 
. Rural areas do not represent urban areas and each is likely to be made up of a small community of people with a low degree of social and 
16 “A metro area contains a core urban area of 50,000 or more population, and a micro area contains an urban core of at least 10,000 
(but less than 50,000) population. Each metro or micro area consists of one or more counties and includes the counties containing the 
core urban area, as well as any adjacent counties that have a high degree of social and economic integration (as measured by 
commuting to work) with the” urban core (from http://www.census.gov/population/www/estimates/metroarea.html) 
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economic integration. After a manual check of each county, all counties categorized as NONE were marked as R for Rural in the excel sheet.  A total of 1,341 counties were found to have the “None” status. Lastly, the URL (Uniform Resource Locator) of these 1,341 counties was manually copied from NACO.org website by going into each county link and pasting them in Excel sheet. It is important to note that not all counties have websites. Hence only 783 county’s link could be obtained and recorded in the same Excel sheet. Using Excel’s RANDBETWEEN function random numbers between 1- 1000 were generated and assigned to the counties as their IDs. Using the ID column the list was sorted and duplicates in ID column were removed. That left a total of 548 counties. After accounting for broken links, and under construction website a total of 450 sites were used in the study.  Before actual evaluation of the sites, a discussion was held with the raters to go over the heuristics that were given to them earlier. This was to help bring about agreement and clarity among the raters about the guidelines they were to use for the evaluation. From the list of counties, the same 10 site’s URL was sent via email along with the online evaluation form. Raters were asked to enter their names, name of county and their evaluation score independently. Based on past literature on website evaluation (Borzekowski, Schenk, Wilson, & Peebles, 2010; Yen-Chun Jim, Shihping, Lopin, & Wen-Hsiung, 2010), percentage agreement was used to test for inter-rater reliability (IRR). “ The term inter-rater reliability is used here to refer to the degree to which judges are "interchangeable," which is to say the extent to which judges "agree" on a set of judgments” (James, Demaree, & Wolf, 1984 p. 86). Due to the continuous communication with the rater, there was high percentage agreement in the first round (84%). After the second round it was up to 90%. 10 more web sites were evaluated to do a final check of the ratings. The raters were given three weeks to complete their task.  
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The evaluation data from the raters was stored in an online database and downloaded into Excel. The final e-CiRM score was calculated using an equation based on the results from the “Instrument Weight Assignment” survey (section above). Details on this and other results are discussed in the next section.  
5.5 Data Analysis and Results 
5.5.1 Step 2: Face Validation and Categorization SME feedback suggested that the definition for dimensions Credibility coincided with that of Transparency and that the two could be incorporated into one. Hence Credibility was dropped and some of its items were incorporated with Transparency. The dimension E-
services required clarification as the SMEs thought the transfer of any government service or information to the website was a reflection of e-service. Hence going forward the dimension e-service definition was limited to representing the ability to download, upload and/or link to a government database via county website. The dimension heading 
Connectedness was changed to Connection to Virtual Community to better reflect the dimension. Resulting six
As for categorizing the items, the SMEs thought that the item termed Management background and Management contact information were unclear. Going forward the word Management was replaced with the term County Officials. A few of the SME were not familiar with the item Word Tag and Web gadgets. Both these items were originally referenced from a speech by Vivek Kundra, US’ CI. These items however, were dropped during the reliability test as they are emerging technology whose term most people are not familiar with. RSS feed, job description, court hearing, links to other relevant sites, visitor 
 dimensions from the face validity test were therefore, Navigation, 
Appearance, E-service, Interactivity, Virtual Community and Transparency.  
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counter, link popularity and awards received by county did not clearly fall under any particular dimension and were dropped for the reliability test portion.  
5.5.2 Step 3: Reliability of Items  No demographic or personal data were collected during this survey. Hence no descriptive statistics on the sample can be provided. It is however possible to report that out of 136 individuals who completed the first survey 75 of them also completed the second survey. Therefore a total of 150 data points were used to carry out the necessary test retest reliability analysis. The processes involved in this analysis are detailed below. 
5.5.2.1 Factor Analysis  Factor analysis using PASW (a.k.a SPSS) was carried out to establish the loading of the items for each dimensions. To assist in differentiating the three combinations of data set used during the exploratory analysis the following terms will be used;  
• All to represent complete data set (150) 
• Time 1 to  represent 75 data points captured after the first survey as administered (test) 
• Time 2 to  represent 75 data points captured after the second survey as administered (retest) Principle component analysis with Varimax rotation was performed on all three data set combinations. Summary of the key findings is given in Table 4. Most of the loadings were consistent across the three data sets. Transparency (TRANP) had the strongest loading. Whereas Virtual community (VC) had the least conclusive results with Time 2 data set having 2 component loadings. Hence this dimension had two alternative sets of items that were considered during the next analysis section for internal consistency.  
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5.5.2.2 Internal Consistency  Cronbach’s alpha coefficient for each dimension was calculated for both Time 1 and 2. The results of which are provided in Table 5. The reliability for VC was higher when using three items rather than the two VC4 and VC5. All other reliability scores fell between 0.7 – 0.8+ across both data sets. These scores demonstrated acceptable level of consistency considering the small number of items used per dimension (Ohanian, 1990; Webster & Martocchio, 1992). The means of these items were calculated to be used in the test-retest reliability analysis.  
5.5.2.3 Test-Retest Reliability  A pair sampled t-test was carried to check if the response from the two time periods were statistically different from each other. Table 6 summarizes the results from PASW. There was no significant difference between the two time periods for four of the dimensions except for Transparency. There was some significant difference in the scores for Transparencytime-1 (M=5.12, SD=1.26) and Transparencytime-2 (M=4.80, SD=1.34) conditions; 
t(71)=-2.63 p = .011 
5.5.3 Step 4: Dimension Weight Assignment A total of 22 responses were collected for analysis of this phase. It is important to note that the respondents were not asked to rate the dimensions based on how they are represented on their own website but rather their general perception of it. The importance of each dimension was measured using a five point Likert scale ranging from 1- Very Unimportant to 5 – Very Important. If there was a clear agreement among the SME as to the importance of a dimension (e.g. above 50%) that level of importance was assigned as the weight of the dimension, e.g. 61% of the SME perceived the Navigation dimension to be very important for a public sector website. Hence it was assigned a weight of 5. For dimensions 
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not having a clear majority the mean of the responses were calculated and assigned as the weight for the dimension. The resulting weight assignment is presented in Table 7.   
5.6 e-CiRM Calculation Breakdown  The actual e-CiRM score was calculated using an equation that used data from county officials (Dimension weights assignment) and heuristic evaluation (item rating). The data once downloaded into Excel was first grouped according to dimensions. Then columns representing an item that diminished quality of a site (e.g. broken links) were highlighted so as to reverse code them during actual calculation. Ratings of items varied depending on what was being evaluated. Items that are subjective such as color scheme, layout were rated based on a five point Likert scale. Items that could be objectively rated (e.g. presence of link to social network) were rated based on their location on the site (3: homepage, 2: 1-2 clicks, 1: 3 clicks, 0: NA). The dimension total was the sum of fractions of each item measuring the dimension. The dimension score was multiplied by the weight of the dimension. The summation of the dimension scores provided the final e-CiRM score. A simplified version of the summation is as follows: e-CiRM =   
𝑊𝑇𝑟𝑎𝑛𝑠𝑝�∑ 𝑇𝑟𝑎𝑛𝑠𝑝𝑖𝑡𝑒𝑚𝑖
𝑢
𝑖=1 � + 𝑊𝑁𝑎𝑣𝑖𝑔�∑ 𝑁𝑎𝑣𝑖𝑔𝑖𝑡𝑒𝑚𝑖𝑣𝑖=1 � + 𝑊𝐴𝑝𝑝𝑒𝑎𝑟�∑ 𝐴𝑝𝑝𝑒𝑎𝑟𝑖𝑡𝑒𝑚𝑖𝑤𝑖=1 � +
𝑊𝐼𝑛𝑡𝑒𝑟𝑎𝑐𝑡�∑ 𝐼𝑛𝑡𝑒𝑟𝑎𝑐𝑡𝑖𝑡𝑒𝑚𝑖
𝑥
𝑖=1 � + 𝑊𝐶𝑜𝑚𝑚𝑢�∑ 𝐶𝑜𝑚𝑚𝑢𝑖𝑡𝑒𝑚𝑖𝑦𝑖=1 � + 𝑊𝐸𝑆𝑒𝑟𝑣�∑ 𝐸𝑆𝑒𝑟𝑣𝑖𝑡𝑒𝑚𝑖𝑧𝑖=1 � 
Where: 
W: Weight assigned by county officials for each dimension 
Dimensions: 
• Transp: Transparency; 
• Navig: Navigation;  
• Appear: Appearance and layout;  
• Interact: Interactivity; 
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• Commu: Virtual Community; 
• EServ: E-Service; 
Dimension Item: The item scores from the heuristic evaluation The maximum calculated e-CiRM score possible was 23.5. The clear leader was 
Bayfield17 County, WI which scored 21.6 and was chosen as the higher performing website for this study. There were many low scoring website from which to choose the worst site. For the purpose of the study, Gates18
 
 County (e-CiRM =4.8), NC was chosen for low performing website. These two sites were then used in the validation of the e-CiRM construct as detailed in the next chapter on confirmatory analysis. e-CiRM construct validation was done using the expectation disconfirmation theory (EDT). The sample comprised of ordinary citizens. Their opinion about a specific PSW was sought during the survey. The argument was a high performing (high e-CiRM score) website was more likely have an influence on the outcome variables than a low performing site (low e-CiRM Score). The model and related hypotheses and results was presented in Chapter 3.  
 




6 RESEARCH DESIGN AND METHODOLOGY VALIDATION STAGE – EXPECTATION DISCONFIRMATION THEORY   Chapter 5 discussed the research design and methodology for the development of the e-CiRM construct and its measure. Chapter 6 will cover the research design and methodology for the validation of the construct using the expectation disconfirmation model. A quasi-experimental design was used for this part of the study. The instrument measures, data collection, analysis and results are all presented in this chapter.  
6.1 Research Design  Broota (2003 p.3) quotes Lindquist (1956) as saying “research design is the plan, structure and strategy of investigation conceived so as to obtain answer to research question and to control variance.” The first half of the statement emphasizes the objective of research but the latter part suggests that the main function of a research design is to control for variance. One of the keys ways to control for variance is to adopt experimental design (Broota, 2003 p.3), as was done with this study. In Experimental Design in Behavioural 
Design, Broota (2003 p.3) makes it clear that the main function of an experiment is “to maximize the effect of systematic variance, control extraneous variance and minimize error variance.” Unfortunately, in behavioral sciences it is not always possible for an experimenter to have full control over the experimental situation. For example in this study it was not possible to draw a random sample and assign them to specific treatment conditions as is the case for a true experiment. Hence, a quasi-experiment was used instead as it was not possible randomly assign the treatments.  The quasi-experiment had two treatments each with two levels (i.e. 2X2 factorial design). First treatment was quality of PSW (or Performance) based on the e-CiRM score. As reported in the previous chapter, two PSW were chosen to represent the two levels: 
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Bayfield county as the high quality and Gates county as the low quality site. Second treatment was citizen’s expectation of the PSW. High and Low levels of participant expectation were set by the text they read before viewing the site. For the High expectation, participants were primed by suggesting that they were about to view the best county website in the country. Appendix 5 provides an example of low expectation manipulation text where the word best was replaced with worst county website in the nation.  The data were collected using a cross-sectional research design rather than longitudinal; meaning that the data collected was from a cross section of the population at one point in time (Judd, Smith, & Kidder, 1991; Kumar, 2005; Schutt, 2008). Under cross-sectional design, identifying the time order of effects (i.e. what happened first) necessary for “developing a casual analysis” can be a “insurmountable problem” (Schutt, 2008 p.194). Even though such identification is not an issue with a longitudinal study it does however, have significant time and cost disadvantages. Furthermore, this study met three criteria needed to draw a confident conclusion about the time order. First, the independent variable 
was fixed at some point prior to the variation in the dependent variable. Meaning both quality of website and expectation was set before citizen’s were asked about their satisfaction and other outcome variables. Second, respondents are able to provide reliable reports of what 
happened to them or what they thought at some earlier point in time. In this study respondents were asked about their expectation soon after they read their manipulation text  thus ensuring a reliable report. Lastly, the value of dependent variable was similar for all 
cases prior to the treatment. It is safe to assume that the dependent variables, participant’s intention to be involved, and their internal and external political efficacy were similar at the start of the study before any treatment was administered (please see Schutt (2008 p. 195-197) for in-depth explanation on cross-sectional study criteria).   
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6.2 Data Collection and Procedure  This section outlines the data collection process used for this study. The process entails creation of survey instrument, pilot testing of the survey, and distribution of the survey to four separate units in a controlled classroom environment.  We start with the pilot study procedure. 
6.2.1 Pilot Study A pilot study is a preliminary micro-research study which uses the same research procedure as the major study.  According to Isaac and Michael (2005) it helps determine the feasibility of an investigation. It also provides the researcher with unanticipated ideas and clues prior to the main study and can assist in identifying potential data gathering difficulties due to unforeseen problems. For this study two sets of pilot tests were carried out with each group having four members. The survey was web-based. The link to the site was sent to the participants via their email address.  In the first phase PhD students were asked to complete the survey and provide feedback on the clarity and readability of the survey items. The survey was revised accordingly. In the second phase a combination of separate PhD students and other staff were used. They were requested to provide feedback on clarity and readability of the revised survey. Another revision of the survey was carried out before the main study 
6.2.2 Main Study (2X2 Factorial Design) The criteria for being a participant were minimal as the objective was to obtain a citizen’s perspective of PSW. A citizen for this study was any person above the age of 18 (considered an adult) living in the U.S.. Data were collected both from undergraduate and graduate classes as follows: 1. Class faculty in which the survey would be administered was first contacted to request permission to assist with administering the survey. 
66 
2. Faculty was provided with two links and requested to post them online via the learning management system used by the university.  3. Participants were first given a high level overview of the study. Their expectation of the site was emphasized during the presentation for added measure. To reduce confusion, expectation was held constant for each class; meaning expectation was set as either High or Low for everyone in each class where survey was administered.  4. The links represented two of the four combinations possible. Participants, depending on the link they clicked, got either a high quality or low quality website.  5. During the survey they were asked to visit the website (H or L depending on the link) and spend a few minutes to judge the web site’s performance with certain key features in mind.  The data were automatically stored on an online database. Once data collection was complete it was downloaded in .xls (Excel) format on to a local hard drive. 
6.2.3 Sample Description  At the end of data collection a total of 185 responses were collected. There was close to 95% response rate for in-class administered surveys. Some students who were in class did not end up participating. Nine responses could not be used because the participants failed to identify the correct website they were requested to view. Meaning they most probably did not review the site before answering the items on performance. Three additional responses were dropped because they were incomplete. The resulting sample of 173 data points consisted of approximately 60% male and 38% female participants. Majority of them were less than 25 years of age (75%). Over 76% of them had some college or Bachelor degree education while about 7% had Masters Degree. The breakdown of the demographics is presented in Table 8.  
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6.3 Data Cleanup Procedure The first step in an experimental research design is to validate whether the manipulation of the experimental units was achieved. Data points for unsuccessful manipulation of participants needed to be dropped to test whether there was any significant difference in the final results of the study. In this 2X2 factorial, two factors were manipulated resulting in four experimental units. The factor Quality of the website (Performance) manipulation was achieved by selecting low and high scoring e-CiRM websites. The factor Expectation was manipulated by having participants read the text before the participants completed the survey. It was critical that participant’s expectation matched that of their experimental unit in order to establish manipulation had occurred. The survey therefore, included a manipulation check question asked after reading the manipulation text and before viewing the PSW. The question, “As of now, before you visit the site, what is your overall expectation of the website?” allowed participants to rate between the ranges very low to very high. Hence, a participant in experimental unit with High expectation should rate High in the Likert scale and vice versa.  A crosstab analysis was carried out in SPSS and the results are shown in Table 9. As shown, by shaded cells, there were 11 cases where participants who were treated to High expectation rated their expectation either Very low (1) or Low (2). Additionally, there were two participants who were treated for Low expectation who rated High (4) expectation. Therefore 13 (11+2) data points had to be removed from the data set. The “Select Cases…” option in SPSS was used to differentiate the experimental groups, sorted using the overall expectation column and the outliers manually deleted from the set. The original data set (with the 13points) was saved for comparison analysis.  The above check helped to remove the clear outliers in the experimental units. It was however important to establish that a significant statistical difference existed between the 
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groups with High vs. Low expectation.  This was achieved by comparing the expectation means of the two groups to observe whether there was a significant difference. SPSS’ Independent Samples T-Test provided Levene’s p-value as greater than α=0.05 (p=0.391>0.05), meaning that there was no significant difference in the variance of the two samples. Furthermore, there was significant difference between the means of two manipulated expectation groups (t=6.128, p=0.0005). It can therefore be inferred that manipulation of participant’s expectation of a PSW was achieved in the experiment. Now that the experimental units have been established the next section details the measurement of variables in the model in this study.  
6.4 Measurement of Variables  This section discusses the survey instrument followed by the results from the validity and reliability analysis. All measures were based on past literature. A complete listing of the instrument is presented in Appendix 6. 
6.4.1 Expectation Disconfirmation Theory (EDT) measures Under the EDT model the measures for expectation and performance are similar in wording. The difference was between pre vs. post review of the PSW. The measures were adapted from various studies (McKinney et al., 2002; Szajna & Scameli, 1993; Yen & Lu, 2008). For each statement asked under the expectation variable there were corresponding statement under Performance and Disconfirmation variable. For example 
Expectations: Before visiting the website, please rate your expectations of the web site on the following items  
• The design and layout will be attractive 
Performance: After reviewing the site, please rate your perception of the performance of the web site based on the following criteria 
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• Attractiveness of the design and layout of the site 
Disconfirmation (Subjective): After reviewing the site, how did the actual performance of the site compare with your initial expectations on the following items … 
• Attractiveness of the design and layout of the site All items were measured on a five point Likert scale. Variables Expectation and Performance had a range of 1=Very Low to 5=Very High. Disconfirmation variable had a range of 1=Worse than Expected to 5=Better than Expected. 
6.4.2 Subtractive Disconfirmation  The aim of the study was to capture both subjective as well as subtractive disconfirmation. It was deemed necessary to have both measures as there is disagreement in EDT literature as to the most robust method of testing the construct (Burke, Kovar, & Prenshaw, 2003; Reisig & Chandek, 2001; Tse & Wilton, 1988). Subjective disconfirmation was measured directly in the survey. Subtractive disconfirmation “is measured algebraically by computing the difference between subject’s evaluation of product performance and their evaluation of expectations”(Burke et al., 2003 p.52). Difference can be calculated by subtracting performance from expectation (Tse & Wilton, 1988) and vice versa. Common math procedure suggests that the difference between b and c is calculated as b-c. Hence difference between product performance and expectation was calculated as Performance – Expectation.  But before this could be calculated there was a need to transform the expectation and performance variable. The construct disconfirmation has three levels, negative disconfirmation, confirmation and positive disconfirmation (Oliver, 1977; Oliver, 1980) as discussed in previous chapters. In order to capture the magnitude of the disconfirmation the Likert scale (expectation and performance) from the survey was transposed in SPSS as follows: 
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1  -2  2  -1  3  0  4 1  5  2 The new variables (ExpTrx and PerfTrx) were then used to compute the subtractive disconfirmation variable (DiffDisconfTx) for further analysis.  
6.4.3 Overall vs. Individual Feature Measures  Forming an opinion about a website can be explained by both the principles of Holism and Reductionism (being used generally here, please refer to Verschuren, 2001 for definition). Proponents of holism would probably argue that opinion about a website is formed on first impression since “the whole is greater than the sum of its parts”. Whereas reductionists would suggest that it is the individual features of the site that contributes to the visitor’s overall opinion of the site. For this study, visitor’s expectation and performance rating(s) of both individual features (discussed above) as well as that of the overall web site were captured. Data on the latter was obtained using two single item questions (1=Very Low to 5=Very High): 
• As of now, before you visit the site, what is your overall expectation
• As of now, after you visited the site, what is your overall impression of the web site's 
 of the website? 
performanceTo test whether there was a relation between participant’s ratings for individual features with that of overall website a correlational analysis was carried out using SPSS for all three variables; expectation, performance, disconfirmation. Three new computed variables representing the sum of all individual feature expectation, performance and subtractive disconfirmation were created. The results (underlined in 
?  
Table 10) show that there is high correlation among the sum of individual features and the overall website ratings for all three set of expectation, performance and disconfirmation. Even though there are correlations among the other variables, the highest numbers are the ones predicted. 
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Meaning the computed sum of the individual feature ratings can be used as a proxy for the participants overall rating for the site. 
6.4.4 Factor Analysis of Remaining Variables in the Model Factor analysis is a statistical technique, widely used in Psychology and the social sciences, which aims to simplify complex sets of data based on their correlation matrix. The analysis attempts to answer the question: “what constructs or dimensions could account for the correlations” among the variables (Kline, 1994p. 7). It does so by verifying “the number of underlying dimensions of the instrument (factor) and the pattern of item-factor relationships (factor loadings)”(Brown, 2006 p.1). Factor analysis using Varimax rotation was carried out using data for variables Satisfaction, Intention to be Involved and both Internal and External Political efficacy. The variables Expectation, Performance and Disconfirmation were not included in the analysis as the individual items for these measures were for specific features of the website (e.g. expectation of navigation vs. attractiveness). Details on further analysis on these three variables are provided in later part of this section.   The SPSS (PASW) factor loading results are presented in Table 11. Varimax rotation is a common technique, which attempts to minimize the complexity of the factors by making the large loadings larger and the small loadings smaller within each factor. Factor loadings of ≤ 0.7 is encouraged but for the purpose of this study loadings of ≤0.6 were grouped together and highlighted for convenience in the table. Four distinct factors are present in the data set as expected. Only one factor did not load as expected that of External Political Efficacy and was dropped from the rest of the analysis after it also failed to contribute to the reliability of the construct. The measures and their reliability analysis Table 12 are going to be examined in the next section.  
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6.4.5 Satisfaction Satisfaction measured participant’s overall satisfaction with the website after visiting it. Respondents were asked to rate their level of agreement/disagreement with the four items using a five-point Likert scale. For example an item stating, “I would be satisfied if I were to use such a county web site”. As previously mentioned and presented in Table 11 the items (Satisf 1-4) loaded on the same component with all factor loadings of ≥ 0.8. These items were adapted from previous measures of satisfaction (Hsu et al., 2006; Yen & Lu, 2008) and had a strong internal consistency of α=0.95. 
6.4.6 Intention to be Involved Intention to be involved was used to measure participant’s level of agreement/disagreement on using the site in the future for specific tasks such as engaging in community discussions and others (Please refer to Appendix 6). The items were adapted from the work done by Cohen and Vigoda (2000). The four items loaded on one component with intention to ‘keep informed about the county’ having the lowest factor loadings of 
0.647. Nevertheless, the reliability of the items had a high reliability of α=0.934.  
6.4.7 Internal Political Efficacy Internal political efficacy refers “to beliefs about one's own competence to understand and to participate effectively in politics,” (Niemi et al. 1991: p. 1407-08). Participants were asked their level of agreement/disagreement on four items (five point Likert scale) relating to internal political efficacy as it relates to the use of PSW. The items were adapted from previous research work in this area (Craig et al. 1990, Lee 2006, Niemi et al. 1991). For example, whether the PSW they just visited gave them “an idea on whether they could do as good a job in public office as most others”. From Table 11 it is clear that three of the four items loaded strongly on one component. The first item (P-IE1: Help me feel informed if I were to participate in county politics) loaded on two factors. Before 
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dropping the item a comparison of the internal consistency of the three versus four items was calculated. Cronbach’s alpha for the four item was higher with the four items (α=0.933) 
to that of the three items (α=0.913). Since there was no major difference between the two alphas, the first item (p_IE1) was dropped from the analysis.  
6.4.8 External Political Efficacy External efficacy refers to “beliefs about the responsiveness of governmental authorities and institutions to citizen demands” (Niemi et al. 1991: p. 1407-08). The three items (Craig et al. 1990, Lee 2006, Niemi et al. 1991) were measured using a five point Likert scale. The first item (Citizens could successfully influence the government through a county website like the one I viewed) had very poor factor loading (-0.194) and did not load with the other 
two items. The internal consistency of the two items was found to be α=0.73 
6.4.9 Additional Variables of Interest  Data were collected on several additional variables for either future research purposes. The variables were geared towards understanding the participant’s use of the social networks. They were asked on the frequency of use application such as Facebook, twitter etc.  
6.5 Correlational Analysis of Variables  Correlational analyses help to determine the  existence of multicollinarity among variables in the model.  “Multicollinearity exists when the independent variables themeselves are highly correlated” (Pallant, 2001 p.132). From Table 12 it can be noted that there was no multicollinarity between the two independent variables Expectation and Performance. Tabachnick and Fidell (1996 p. 86) suggest that you ‘think carefully before including two variables with a bivariate correlation of, say, 0.7 or more in the same 
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analysis’. The correlation betwee these two independent variables was 0.148 and not significant.   
6.6 Test of Homogeneity among Experimental Units Before hypotheses could be tested there was a need to establish that there was significant difference in satisfaction among the four experimental units. First, Levene homogeneity test suggested there was no significant difference in variance (p=.35>0.05) among the units. The ANOVA test showed there was significant difference between units 
F(3, 156)=13.23, p<.001. Lastly homogeneous subset test identified low performance and high performance grouped together.  The statistical results from the hypotheses testing are detailed in the next chapter.  
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7 VALIDATION RESULTS: TEST OF HYPOTHESES 
 
 This chapter presents the results of the data analysis for the research model based on EDT. The purpose of this study was to examine the factors that influence a citizen’s intentions to get involved in their community via PSW. Each of the hypotheses in the model was tested using regression analysis. Regression analysis reports on how much of the  variance in the dependent variable can be explained by the independent variable. It provides support for the statistical significance of the result obtained after data analysis (Pallant 2001). The findings from the analysis are presented here. It is important to note that multicollinearity was ruled out in the previous chapter and therefore no controls were used during the regression analysis.  
Hypothesis 1: Citizens’ expectations will not have a significant direct effect on 
their satisfaction with PSW Regression analysis was conducted with the citizen expectation as the predictor and satisfaction as the criterion variable. The results show that the direct effect of expectation on satisfaction is insignificant with b=0.019, R2=0.016 and p=0.113>0.01. Hence the evidence supports the hypothesis.   
Hypothesis 2: Citizen’s perception of PSW performance will have a positive 
direct effect on citizens’ satisfaction of the site Regression analysis was carried out with Performance as the predictor and satisfaction as the criterion variable. Performance significantly predicted satisfaction scores, b = 0.108, t(159) = 15.44, p < .001. Performance explained a significant proportion of 
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variance in satisfaction scores, R2=.602, F(1, 158) = 238.5. Hence the evidence supports the hypothesis.  
Hypothesis 3: The impact of e-CiRM index on disconfirmation is non-monotonic 
over the range of expectation 
Hypothesis 3a : When e-CiRM index is low an increase in expectation will positively 
influence negative disconfirmation 
Hypothesis 3b : When e-CiRM index is high an increase in expectation will negatively 
influence positive disconfirmation Contingency models are tested using regression analysis (Gerdin & Jan, 2008). Hence linear regression analysis was carried out to first test for interaction effect of performance over the main effect of expectation on disconfirmation. Interaction tests are carried out using standardized variables. Hence, standardized predictor (expectation) and moderator (performance) variables were computed using SPSS. An interaction term of standardized expectation and performance was then computed. Both IV (expectation and performance) was entered into Step 1 of regression in SPSS. Then IV and the interaction term were entered into Step 2. The results of the analysis (Table 13) showed that the interaction term was not significant. Hence the both the first and remaining related hypotheses were rejected.   
Hypothesis 4: Citizens’ disconfirmation level will have a positive direct effect on 
satisfaction Regression analysis was carried out with disconfirmation as the predictor and satisfaction as the criterion variable. Disconfirmation significantly predicted satisfaction scores, b = 0.061, t(159) = 7.95, p < .001. Disconfirmation explained a significant proportion 
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of variance in satisfaction scores, R2 = .286, F(1, 158) = 63.18, p < .001. Hence the evidence supports the hypothesis.  
Hypothesis 5: Citizens’ satisfaction of a PSW is positively associated with their 
intention to be involved Regression analysis was carried out with satisfaction as the predictor (P) and citizen’s intention to be involved as the criterion (C) variable. Satisfaction significantly predicted citizen’s intention to be involved scores, b = 0.726, t(159) = 13.52, p < .001. Satisfaction explained a significant proportion of variance in citizen’s intention to be involved scores, R2 =0.536, F(1, 158) = 182.86, p < .001. Hence the evidence supports the hypothesis.  
Hypothesis 6: Citizens’ satisfaction of a PSW is positively associated with their 
external political efficacy Regression analysis was carried out with satisfaction as the predictor (P) and citizen’s external political efficacy as the criterion (C) variable. Satisfaction significantly predicted citizen’s external political efficacy to be involved scores, b = 0.246, t(159) = 3.652, 
p < .001. Satisfaction explained a proportion of variance in citizen’s external political efficacy scores, R2 = .078, F(1, 158) = 13.334, p < .001. Hence the evidence supports the hypothesis.  
Hypothesis 7: Citizens’ satisfaction of a PSW is positively associated with their 
internal political efficacy Regression analysis was carried out with satisfaction as the predictor (P) and citizen’s internal political efficacy as the criterion (C) variable. Satisfaction significantly 
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predicted citizen’s internal political efficacy to be involved scores, b = 0.650, t(159) = 13.57, 
p < .001. Satisfaction explained a significant proportion of variance in citizen’s internal political efficacy scores, R2 =.538, F(1, 158) = 184.217, p < .001. Hence the hypothesis was statistically supported.  Hence the evidence supports the hypothesis.  
Hypothesis 8: Citizen’s satisfaction mediates the relation between 
disconfirmation and citizen’s intention to be involved  Guidelines provided by Baron and Kenny (1986) was used to test the mediating effect of satisfaction on the relationship between disconfirmation and citizen’s intention to be involved. First, a significant relationship had to be established between disconfirmation (P) and citizen’s intention to be involved (C).  Disconfirmation significantly predicted citizen’s intention to be involved scores, b = 0.049, t(159) = 6.092, p < .001. Disconfirmation explained a significant proportion of variance in citizen’s intention to be involved scores, R2 = .190, F(1, 158) = 37.11, p < .001 Second, a significant relationship had to be established between disconfirmation (P) and satisfaction (C). Disconfirmation significantly predicted satisfaction scores, b = 0.061, 
t(159) = 7.948, p < .001. Disconfirmation explained a significant proportion of variance in satisfaction scores, R2 = .286, F(1, 158) = 63.18, p < .001 Third, a significant relationship had to be established between satisfaction (P) and citizen’s intention to be involved (C) was already established under above hypothesis.  Fourth, regression analysis with disconfirmation and satisfaction as predictor variables and citizen’s intention to be involved as criterion variables was carried out. Disconfirmation was controlled by entering it first as the independent variable in block and then satisfaction was added in block 2.   
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According to Baron and Kenny (1986) a continued significant relationship between satisfaction (mediator) and citizen’s intention to be involved variables suggests some form of mediation. A full mediation is supported when the relationship between disconfirmation and citizen’s intention to be involved becomes insignificant as was the case here (b=0.07, 
p=0.331). Hence the hypothesis was supported; satisfaction fully mediated the relationship between disconfirmation and citizen’s intention to be involved.   
Hypothesis 9: Citizen’s satisfaction mediates the relation between 
disconfirmation and citizen’s internal political efficacy Following the same steps outlined above, a significant relationship between disconfirmation and citizen’s internal efficacy was established (b=.05, p<0.001). A significant relationship between disconfirmation and satisfaction has already been established (hypothesis 8). Relationship between satisfaction and citizen’s internal efficacy was significant (b=.650, p<0.001). Lastly, regression analysis with disconfirmation and satisfaction as predictor variables and citizen’s internal efficacy as criterion variable supported a partial mediation. Meaning, the significance of the relationship between disconfirmation and internal political efficacy was reduced but not insignificant (b=.014, 
p=.027). For the indirect effect of disconfirmation on internal political efficacy, use of  various statistical procedures is recommended (MacKinnon, Lockwood, Hoffman, West, & Sheets, 2002) including differences between regression coefficients (Judd & Kenny, 1981), products of regression coefficients (Aroian, 1944) and (Sobel, 1982), among others. The Sobel test was used here to ascertain whether significant mediation occurred (Preacher & Hayes, 2004; Preacher & Leonardelli, 2003; Sobel, 1982). Both  SPSS macro as well as an Sobel online calculator (Preacher & Leonardelli, 2003) was used for this analysis. Contrary to the 
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regression analysis, both Sobel test indicated that satisfaction completely mediated the relationship between disconfirmation and citizen’s internal political efficacy (Sobel online 
z=6.644 p<0.001; Sobel SPSS Macro z=6.30 p<0.001).  
Hypothesis 10: Citizen’s satisfaction mediates the relation between 
disconfirmation and citizen’s external efficacy Following the same steps outlined above, a significant relationship between disconfirmation and citizen’s external efficacy was established but not at p<.001 (b=.0231, 
p=.003). For this reason a Sobel test was carried out later in the analysis. A significant relationship between disconfirmation and satisfaction has already been established (hypothesis 8). Relationship between satisfaction and citizen’s external efficacy was significant (b=.246, p<.001). Lastly, regression analysis with disconfirmation and satisfaction as predictor variables and citizen’s external efficacy as criterion variable supported a partial mediation. Relationship between disconfirmation and citizen’s external efficacy was insignificant (b=.012, p<0.199). Hence the hypothesis was supported. The Sobel test was used to ascertain whether significant mediation occurred. Mediated hypothesis was also supported but at 5 percent significant level, (z=2.30, 
p=.02<0.05).   
Hypothesis 11: Citizens’ disconfirmation level will have a positive direct effect on 
internal political efficacy Regression analysis was carried out with disconfirmation as the predictor (P) and citizen’s internal political efficacy as the criterion (C) variable. Disconfirmation significantly predicted citizen’s internal political efficacy, b = .05, t(159) = 7.118, p < .001. 
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Disconfirmation explained a proportion of variance in citizen’s intention to be involved scores, R2 = .243, F(1, 158) = 50.668, p < .001.  
Hypothesis 12: Citizens’ disconfirmation level will have a positive direct effect on 
external political efficacy Regression analysis was carried out with disconfirmation as the predictor (P) and citizen’s external political efficacy as the criterion (C) variable. Disconfirmation marginally predicted citizen’s external political efficacy with low significance, b = 0.023, t(159) = 3.000, 
p=0.003< .05. Disconfirmation explained a small proportion of variance in citizen’s intention to be involved scores, R2 = .054, F(1, 158) = 9.001, p < .05.  
7.1 Overall fit of the model. The current study proposed a mediated model that hypothesized number of relationships between study variables. Examination of individual linkages between these variables was done using Regression analysis and the resulting model is shown in Figure 5: Steps for Operationalizing e-CiRM Construct 
 However, the overarching goal of the current study was to examine the impact the discrepancy between citizen’s expectation and actual PSW performance has on citizen’s intention to be involved and their political efficacy. Byrne (2000 p.76) refers to such analysis under SEM as “model fitting process” where “researchers specifies a model and then uses sample data to test the model.” The overall model for citizen involvement was first specified by SPSS’ graphical interface AMOS 18.0 (Arbuckle & Wothke, 1999; Byrne, 2000). Under SEM, it is customary to run analysis using two models; measurement and structural. Measurement model 
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“defines relations between the observed and unobserved” (latent) variables. The structural model “defines relations among the unobserved” (latent) variables (Byrne, 2000 p. 12).  For the current study, the results for measurement model were obtained through the numerous regression analysis already discussed in this and previous chapters. Due to the nature of the variables expectation and performance regression analysis was more suitable for this purpose than SEM using AMOS. Based on this fact and the relatively small sample size (N=160) an observed variable model rather than a latent variable mode was used to analyze the overall structural fit of the model. Observed variable for each construct was first computed in SPSS by taking the mean score of all items that loaded on the same component.  Four common model fit measures were used to assess the model’s overall goodness 
of fit.  The overall measurement model had a χ2/d.f.=1.682; which is smaller than 3 recommended by Bagozzi and Yi (Bagozzi & Yi, 1988). The goodness-of-fit index (GFI = 0.984; AGFI=0.939) and comparative fit index (CFI = 0.992) exceeded the recommended cut-off level of 0.9 (Alwin & Hauser, 1975) and 0.95 (Hu & Bentler, 1999) respectively. The adjusted goodness-of-fit index (AGFI = .939) also exceeded the recommended cut-off level of 0.8 (Bentler, 1990).  The root mean square error of approximation (RMSEA = 0.06) was at the cut-off level of 0.06 as recommended by Browne and Cudeck (1993). As quoted by Byrne (Byrne, 2000 p. 84), RMSEA asks the question “how well would the model, with unknown but optimally chosen parameter values, fit the population covariance matrix if it were available? (Browne & Cudeck, 1993 p. 137-138)”. This discrepancy is measured by RMSEA. The 90% confidence interval could have been narrower than 0.00 to 0.149 but as argued by Byrne this interval is dependent on the sample size and complexity of the model. 






 This last chapter integrates the major findings relating to the research questions for this study. The results from the hypotheses testing are expounded in an effort to understand the role that quality of PSW plays in citizens intention to be involved in the governing process. Both theoretical and practical implications of this research study are presented. The chapter concludes with methodological limitations and future research opportunities in this emerging field of e-government.   
8.1 Research Background Private sector environment has been the backdrop of numerous studies in MIS and Management. However, a literature gap exists when it comes to research of technology and its management in the public sector. With governments around the world embracing the paradigm shift brought about by Internet technology it is becoming essential to understand this emerging field of e-government. To date, research in this area has predominantly been from the organization perspective and lacking in the citizen’s (individual) perspective. Citizens are the largest stakeholder of government and their involvement in e-government is essential for its success. From the research done thus far it is clear that government faces many challenges when it comes to incorporating technology in their day to day functions. This is mainly due to financial constraints being faced by all areas of government but is most evident at county level. U.S. counties fall under local governments and only 36% of them in a recent poll responded that they did not anticipate a revenue shortfall (NACO, 2010). Government is in need of solutions that does not require any further IT investment but allows them to utilize the technology that they already have.  
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This study integrated these areas of concern starting with identification of existing technology that local governments can use to get their citizens involved in e-government. Public Sector Websites (PSW) were created at the start of the e-government initiative but till now no systematic empirical study had been done to evaluate the quality of these sites. The dissertation developed a new construct (e-CiRM) to evaluate the PSW for citizen relationship building qualities. Relationship building was thought to be critical in getting citizens involved. After a heuristic evaluation of PSW by independent raters the best and worst of the sites were used to understand citizen’s perception of these sites. Citizen’s perception of PSW to date had not been statistically tested. In this study, citizen’s opinion on the quality of PSW was thought to be a key indicator of citizen’s intention to be involved through these sites and was tested using the EDT model. EDT is suited for studies where there is actual user experience with a product rather than just a user perception as is the case in TAM (Premkumar & Bhattacherjee, 2008). The model was used to address the following questions: 1. What is the relationship between the quality of a public sector website and citizen’s involvement in governing process? 2. Does citizen’s expectation matter in achieving the goal of citizen involvement via PSW?  The interpretation of the data collected is presented in the next section.  
8.2 Interpretation of Findings  Before answering the research questions, it is important to review the general findings from this study. First, based on the calculated e-CiRM scores it is possible to conclude that a large variance in the quality of rural county PSW is present. With approximately 43% of the counties having scores less than half the expected e-CiRM score. 
86 
The quality of the PSW measured by e-CiRM took into consideration six empirically tested dimensions thought to be important in building relationship between the citizens and government via the site. Furthermore, based on data collected it was also found that citizens are able to distinguish between high vs. low scoring e-CiRM websites.  Quality of a product is an important indicator of the satisfaction it provides to its users (DeLone & McLean, 2003; Parasuraman, Zeithaml, & Berry, 1985). Whereas, under EDT, satisfaction has been found to be directly influenced by disconfirmation (Oliver, 1997) and subsequently through product performance (Camarero & de Rojas, 2008; Churchill & Surprenant, 1982; Hsieh, Kuo, Yang, & Lin, 2010). For this study, citizens rated performance based on their perception of the quality of a PSW. From Hypothesis 2 we can conclude a significant positive relation existed between the quality of the site and citizen satisfaction. This is in line with past quality literature (DeLone & McLean, 2003). Disconfirmation was also found to have a direct positive effect on satisfaction (Hypothesis 4). Disconfirmation measures the variance between a person’s expectations of a product to that of the actual performance of the product. The study used subtractive disconfirmation which is inferred from participants expectation and performance (Swan & Trawick, 1981). Even though, many researchers have used subjective disconfirmation in their studies (Chiu, Hsu, Sun, Lin, & Sun, 2005; Churchill & Surprenant, 1982; McKinney et al., 2002; Spreng, MacKenzie, & Olshavsky, 1996), subtractive disconfirmation provides a more immediate satisfaction judgment of the participant (Oliver, 1980). This was relevant for this study as most participants did not frequent PSW and was less likely to have reached a cognitive state needed to capture their subjective disconfirmation about the site. From the data collected it was clear that citizens with a positive disconfirmation (Performance > Expectation) were more satisfied with the PSW than those who had negative disconfirmation. This finding becomes even more interesting when you consider that 
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Hypothesis 3, which proposed that an isometric relation between the three variables, expectations, performance and disconfirmation, was not supported. My “contingency fit” approach (Gerdin & Jan, 2008 p. 995) to see if there was a expectation and performance fit for an optimum disconfirmation level came out negative. Meaning, disconfirmation does not need to follow an isometric line to obtain optimum satisfaction. Meeting and exceeding a citizen’s expectations will bring about more satisfaction with the PSW.  Citizen’s expectation of PSW on the other hand was not a significant antecedent of satisfaction (Hypothesis 1). There is conflicting statistical support for direct relation between expectation and satisfactions. Researchers however do agree that the type of product has an influence on this relationship (Prenshaw, Kovar, & Burke, 2006). An insignificant relation implies that the product was not perceived as being ambiguous by the user. Based on past literature, this implies that even though many of the participants had not visited a PSW, this or any other year (60%), they were familiar with website as a product.  The EDT model is commonly used in post-IT adoption usage research (Bhattacherjee & Premkumar, 2004; Premkumar & Bhattacherjee, 2008). In this study it was used to understand the citizen’s intention to get involved in the governing process, and their political efficacy after visiting the site. Satisfaction construct has been shown to have a direct influence on user intentions under this and other theoretical models (Hsieh & Wang, 2007). Hypothesis 5,6,7 were all supported indicating that citizens who are satisfied with a PSW are more likely to have the intention to be involved in the governing process and the perception of having both internal and external political efficacy. Involvement had the strongest relationship between satisfaction (b=0.726). It is important to note here that involvement represented a two way communication between citizen and government via the web. Such involvement with government is more in line with the extended relationship 
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from CRM on which this study was partially based. The weakest (but significant) link was between satisfaction and external efficacy (b=0.246). The result could be explained in two opposing ways.  As a reminder, the construct external political efficacy is a citizen’s beliefs about the responsiveness of governmental authorities and institutions to their demands (Morrell, 2005; Niemi et al., 1991). A weak relation may imply that the participants erred on the side of caution as they felt they had no way of knowing whether government would meet their demands. A longitudinal study would have allowed participants to make an informed judgment. Conversely Dobratz et al. (2001) suggests that participants may rate external efficacy poorly if they have no specific demands to make to government. This may happen if citizens are content with the current political environment and don’t feel they need government to bring about change. The latter of the two reasons is less likely given the current environment where most citizens appear unhappy with the government’s response to their needs.  The relation between internal political efficacy and satisfaction was relatively stronger. Morrell (2005) suggests that the more informed a citizen is about the democratic process (and government) the more likely they will deliberate, and through deliberation their internal political efficacy will increase.  Hence participants who were satisfied with PSW may have felt that the site informed them enough to improve their internal political efficacy.  Oliver (1980), initially conceptualized satisfaction as a mediator in his EDT model but it has not been tested statistically in some of the past behavioral intention studies (Camarero & de Rojas, 2008; Hsu et al., 2006; Hsu et al., 2004; Liao, Chen, & Yen, 2007). In a mediated EDT model, the resulting satisfaction is thought to represent an emotional rather than cognitive response to evaluating a product (Bhattacherjee, 2001; Finn, 2009; Yuksel, Graham, & Philip, 2008). Satisfaction was defined as an affective construct in this study. This 
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was supported by the statistical findings for Hypothesis 8-10 which suggested satisfaction fully mediated the relation between disconfirmation and outcome variables. In other words, citizen’s intention to be involved can be fully explained by their satisfaction with the site regardless of the disconfirmation they may initially have had after visiting the PSW.   Lastly, Hypothesis 11-12 tested for the effect of disconfirmation on two specific outcomes internal and external political efficacy. This was to understand whether citizen’s political efficacy would be affected regardless of their satisfaction with the site. Even though both were significant the strength of the relationship was weak (b<0.05). Furthermore, since satisfaction mediated this relationship it is difficult to make a statistical case for these two hypotheses.  In summary, it can be said that there was a strong relationship between the quality of a PSW  and citizen’s intention to be involved. Quality was measured in this study using the e-CiRM construct. Furthermore, citizen’s expectation was insignificant as their satisfaction was mainly driven by the quality of the site.   
8.3 Theoretical Contribution There are number of ways that this study contributes to literature. First, the study provides a new construct, e-CiRM, to evaluate the quality of PSW. Majority of the research to date has been on quality of private sector website. Given that there are major differences between the private and public sectors there was a gap in literature for a construct that specifically evaluated quality of PSW. The construct was developed from past empirical research done in MIS, web quality, e-commerce, and Political Science. It was developed with feedback from designers of PSW (government official) and validated by the actual users of PSW – the citizens. Six dimensions were developed to measure the new construct. Items to 
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measure the dimensions themselves were identified and validate for future research studies.   Second, the study contributes towards extending the literature in several disciplines. MIS researchers have used the Expectation Disconfirmation Theory (EDT) from Psychology, to understand user’s post-IT adoption behavior.  Most have studied the relation between satisfaction and continued use of IT or intention to return to a web site. IT being ubiquitous in our lives today means there is a growing need to extend IT research to explore factors that determine how the technology is used for specific tasks after adoption. For example, Flynn (2006) and Hsieh (2010) investigated factors that influence web users to blog on the web or Finn (2009) who investigated web users recommending a product or service. In this study, Satisfaction was found to have a strong and significant influence on citizen’s intention to be involved in their community via a PSW.  Third, satisfaction was also found to positively influence a web user’s political efficacy. This is an interesting finding particularly for political science literature. Understanding how technology can assist citizens to believe in their ability to be part of the governing process has not been studied till now. Based on the TPB model (Ajzen, 1991) it can be argued that understanding citizen’s control beliefs, such as political efficacy, can provide insight to their future political intentions.   Fourth, efficacy construct has not been investigated in past EDT literature. Results from this study showed a direct positive relation between disconfirmation and both the political efficacies. The relation was also explained by the mediating variable, satisfaction. These findings provide a new line of research under EDT. The findings here suggest that political efficacy may develop within a citizen through motivational or affective process as is the case with the widely and empirically tested self efficacy construct (Bandura, 1994).  
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Fifth, the study empirically showed that expectation did not have a significant influence on the satisfaction as was the case in some of the past EDT research studies (Cadotte, Woodruff, & Jenkins, 1987; Churchill & Surprenant, 1982; Patterson, 1993; Spreng et al., 1996; Tse & Wilton, 1988).  This is a very important finding as it extends the discussion on product ambiguity under EDT. Youjae (1993) was one of the first researchers to empirically test  the role product ambiguity played on customer satisfaction. Since then others have investigated the concept under constructs such as novelty (Patterson, Johnson, & Spreng, 1997), brand experience (Hong-Youl & Perks, 2005), confidence (Youjae & Suna La, 2003) and involvement (Prenshaw et al., 2006). Youjae’s conclusion was performance, and not expectation, had a significant effect on satisfaction for non-ambiguous products and vice versa for ambiguous products.  Meaning, in this study, participants did not perceive PSW as being an ambiguous product. Till now citizen’s perception of PSW had not been empirically tested and this finding can be useful for future research.  
8.4 Practical Contribution  Several practical contributions can be extracted from this study. First, the study provides local government officials a matrix through which to measure the quality of their web site.  The e-CiRM score after evaluation of the site will be an indication of the site’s ability to build relationship between government and its citizens. This is an important contribution from both strategic and financial perspective. Strategically, government can use the maximum e-CiRM score obtainable as a benchmark against which they can compare their site’s quality. The evaluation can then assist them to plan and budget for future improvement on the site. Since e-CiRM is made up of six dimensions it allows government to target specific areas rather than a complete overhaul of the site. Financially, this will be 
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easier to justify the IT spending as the cost will be relatively lower; an important factor when you consider the cut in spending in most counties.  Referring back to the six dimensions, Virtual Community was assigned the least amount of weight among all the other dimensions by government officials. This single finding could be the answer to the problem of citizen being involved via the website. The power of online social network is visible in our daily lives. People communicate with others via such network more often than any other media. The fact that government believes it does not carry as much weight as the other dimensions is a lack of foresight on their part. Social network (a.k.a Virtual Communities) works under similar principles as network externalities in Economics. Hence government needs to provide the environment on their site where citizens can virtually congregate and network. In the process the goal of citizen involvement can achieved.  Third, government can benefit from the strong positive relation between satisfaction and internal political efficacy. Citizens having high internal political efficacy are likely to deliberate more in the democratic process as they feel they understand the issues (Morrell, 2005). Deliberation can be thought to be a form of involvement. Hence, intention to be involved and internal political efficacy have a symbiotic relationship. Facilitating either by having a high quality PSW is therefore critical for the democratic process.  Fourth, for products where expectation had no significant influence on satisfaction there is a need to focus on the performance (Prenshaw et al., 2006). Hence, government needs to be less concerned with citizen’s expectation of the site. Instead they need to inform their citizens about the capabilities of their PSW. Most of the sites that were evaluated had no Welcome message or a Mission statement which are both great avenues through which government could inform citizens about the site and what it can do for them.  
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Lastly, the direct effect and partial mediation of the relationship between disconfirmation and external efficacy provides some support that citizens regardless of their satisfaction level can benefit from visiting the site. Government therefore needs to provide services on their site to encourage citizens to initially visit the site for utilitarian purpose. Continued visit can then lead them to exploring other areas of the site.  
8.5 Limitations and Future Research Opportunities While this study offers important insights into a largely unexplored topic, it is not without limitations. First, the manipulation of expectation through reading a text has been criticized by some researchers. It cannot be ascertained that actual expectation manipulation is carried over during the experiment itself. Even though in this study, measures such as manipulation check in the survey and the consequent removal of those whose expectation was not manipulated was left out of the data analysis. Future research could expand the model by including confidence in expectation variable as was done by Youjae and Suna La in a recent study (2003).  Second, Performance of PSW variable was evaluated in a limited period of time by the participants. Even though they were given time to review the site a more in depth exploration of the site may provide more insight into citizen’s perception of PSW. The quasi-experiment did however allow some control so as to reduce distractions and possible external factors affecting the participants during the evaluation process. A longitudinal study would be appropriate where participants were surveyed across time to observe the difference in their performance rating. This is especially true of the external political efficacy variable.  Third, the subjects were students having similar educational background, all attending a university in a Metropolitan city. It is possible that subject’s exposure to 
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Appendix 1: Definition and Screen shot 
 
Navigation - an *item which contributes towards the perception of ease with which a **site visitor is able to find various information on the site 
E-Service - an item which the organization uses to provide their specific product or service to the site visitor 
Appearance - an item which contributes towards the visual design and layout of website 
Transparency - an item which allows site visitors to make informed decision (good or bad) about the organization the website represents 
Interaction - an item that contributes towards two way transfer of information between the site and the site visitor 
Credibility - an item that contributes towards building site visitor confidence about the site itself 
Connectedness - an item that contributes towards bringing about site visitor's perception of belonging to a larger community *Item is anything that is found on a website e.g. site map or news **Site visitor is anyone visiting a website     
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Appendix 2: Screenshot of Survey to Categorize Items 
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Appendix 3: Screenshot of Online Survey Sent to Local Government Officials 
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Appendix 4: Heuristics for e-CiRM Evaluation 
To evaluate a particular criterion you are going to be requested to carry out one or all of the following 
tasks: 
1. to see whether a feature/item is present on the site  
2. to establish on which page the item exists (the 3 clicks rule)19
3. to rate the level/quality of the feature 
 
Please read through this document to understand the criteria before actually evaluating the site. To 
make life easier, the evaluation sheet can be found online at (you may want to bookmark this link): http://surveys.mynetresearch.com/Survey.aspx?view=ViewUserPage&ID=171 
After each evaluation you will have the opportunity to return to the same URL as above. At any time if 
you have a question or run into a problem please feel free to contact me webcast101@gmail.com 
Your help and keen eye for detail is appreciated.  
 
1. 
First impressions count. Your focus will be to look at the color pallet, organization of the page as 




o A poor appearance on a site will have the following: 
 Shocking contradictory colors  
 Distracting background wall paper (e.g. Tile wallpaper of images like trees, animals) 
 White page – pages with minimal color can appear empty without personality 
• A poor Layout 
o Content is not categorized (e.g. by population – Government, Community etc)  
o Site busy or clumsy  
o Large obtrusive banner  
o Sparse content – it doesn’t represent the organization well when there is nothing on the pages (appears to be under-construction)  
2. 
Government is looking to shift their existing services online. This is a slow process. You are 
looking to find whether visitors can do these simple tasks on the site. You may need to browse 
the site for this criterion. 
Services: 
• Able to download forms (Best options: under Business or Citizen tabs). Forms  can be tax forms, job application forms 
• Able to upload information (e.g. complete online job applications). Something that sends back information to the county database 
• Access to online databases (e.g. Birth Certificates, marriage licenses). Something that requires a login into a database by citizens 
o Not employee login to check e-mail  
3. 
Government wants its citizens to come to these sites and share information with them and other 
citizens. This is something similar to the private sector which has managed to accomplish this 
by having customer reviews, social networks and discussion sites. You are looking for the 
following: 
Virtual community  
 
• Social Network links 
o Connect via Facebook, MySpace, Twitter (i.e. icons for these sites present on the county website  
• News feed on county happenings 
• Calendar schedule of events in a county (e.g. town meetings, 4th of July firework location) 
• About us (a dedicated section talking about the county itself) 
o E.g. Welcome message, About [ Name] county  
4. 
                                                          
19 Three click rules simply states a web site visitor’s interest in finding information on a site reduces the 
more clicks they have to do to get to the information 
Interaction with government  
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• Online feedback form 
• Discussion board 
• Contact information of county  
o On the homepage  
 Telephone 
 Email 
 Postal address 
o As a link (e.g. Contact US) on homepage 
o Two or more clicks  (not through Contact Us) to get to general contact information 
• Chat feature (e.g. Chat live)  
5. 
Many citizens do not trust their government officials. Government is trying to educate the 
citizens about what it is they do and how they are spending their tax money. The website can be 
a great tool to disseminate such information. You are looking for these items:  
Transparency 
• County official directory (some sites will have dedicated page on just the official’s information) 
o Telephone 
o Email 
• County official profile page 
• Roles and responsibility description 
• County organization structure (helps citizens understand the structure of the county)  
6. 
Public websites are a relatively new concept. It is important for citizens to find the information 
they are looking for easily and quickly. You are going to be looking for these items: 
Finding Information 
• Site map 
o Category 
o Subcategory 
• Search option 
o On the homepage (square boxes) across 
o Advanced 





o Mouse over – further options 
• Breadcrumb – a path for visitors to know where they are on the site 
o E.g. Home->Government ->Contact Info  
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Appendix 5: Manipulation Text for Expectation (Low) Treatment  Dear Website Users, There are over 3,000 counties in the United States. Many counties have websites that are created to serve the needs of their respective communities. You are being requested to evaluate one such website. This website has been chosen as one of the worst
Your feedback is valuable and will be used to help strengthen the quality of the website. Specifically, I would like to better understand your perceptions of the website and the likelihood that you will visit the site again. In addition, I seek to ascertain the degree to which the quality of the website may influence your decision to get involved and share your knowledge with others visiting the site. 
 in the nation by a prestigious design firm. 
The survey should take approximately 8-10 minutes. Please rest assured that no personal information will be collected. All data will be held in complete confidence. If you have any questions, or if I can provide additional information, please feel free to contact me at msz26@drexel.edu.  
 Thank you. 
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Appendix 6: Complete Listing of Items from Survey Expectation: Before visiting the website, please rate your expectations of the web site on the following items. [Where 1 = Very Low Expectations and 5 = Very High Expectations]  
Performance: After reviewing the site, please rate your perception of the performance of the web site based on the following criteria. [Where 1 = Very Low Performance and 5 = Very High Performance]  
Disconfirmation: After reviewing the site, how did the actual performance of the site compare with your initial expectations on the following items…. [Where 1=Worse than Expected and 5= Better than Expected] 
Expectation   
Performance/ 
Disconfirmation(subjective) 
The design and layout will be attractive 
Attractiveness of the design and layout of the site 
 Visitors to the site will be able to maneuver around it easily 
Ability to maneuver around the web site easily  Visitors will be able to find information easily 
Ability to find information easily on the web site  Visitors will be able to download files (ex. documents) on the site 
Ability to download files (ex. documents) on the site  Visitors will be able to upload files (ex. tax forms) on the site 
Ability to upload files (ex. tax forms) on the site  The site will allow two-way communication between site visitors and county officials 
The ability for two-way communication between site visitors 
and county officials  Site information will be accurate (ex. current weather) 
Accuracy of information on the site    Site information will be up to date (ex. news item) 
Up to date information on the site  Visitors will feel they are part of a larger community of citizens 
Feeling of being part of a larger community of citizens  Information about the county and its officials will be openly available on the site 
Openly available Information about the county and its officials  Please indicate your degree of Disagreement/Agreement with each of the following statements about the county website you viewed. [Where 1= Strongly Disagree and 5=Strongly Agree] 
Satisfaction I would be satisfied if I were to use such a county web site  I would be pleased if I were to use such a county web site I would consider it to be wise to use such a county web site Overall, I would feel good about using such a county web site   
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Hypothetically if this was my county website, I would in the future turn to the site to........ [Where 1= Strongly Disagree and 5=Strongly Agree] 
Intention to be involved  Keep informed about the county Communicate with county politicians Engage in community discussion Share information that may be useful to others in the county    After visiting the county web site I feel that such sites will.... [Where 1= Strongly Disagree and 5=Strongly Agree] 
Internal Political Efficacy 
Help me feel informed if I were to participate in county politics Give me a clear understanding of the important political issues facing the county Give me an idea on whether I could do as good a job in public office as most others Give me confidence to talk with other people about politics and government   After visiting the county web site, I feel .... [Where 1= Strongly Disagree and 5=Strongly Agree] 
External Political Efficacy 
Citizens could successfully influence the government through a county website like the one I viewed If public officials are not interested in hearing what people think, having a county website won't make them listen The county website I viewed does not give me any influence over what the government does       
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Table 2 e-CiRM Dimensions 
Dimensions Purpose: Items: 
Navigation 
assist citizens find the location of the information or 
services for which they are visiting the site Site Map, Categorization, Breadcrumbs, Accessibility options, Search Options 
E-Service an alternative means to provide  information, goods, and service to its citizens via PSW Downloading, uploading/submission, Remote Accessing 
Appearance & Performance provide a positive  visual design and layout of the PSW Color format, page layout, Alexa,  
Transparency 
disclose information on government activities so that 
citizens can make informed decisions about their 
government 
Elec. Rep background, Job description, Organization structure, Mission statement, Court Information, Elec. Rep Contact Info 
Site Credibility build confidence in citizens to use the PSW Awards, Visitor counter, Link popularity 
Connectedness bring about the perception of belonging to the virtual  
community created by the PSW 
Event calendar, Welcome page, Links to recreational options, Links to School District 
Interaction 
allow citizens  to communicate with government and be 
able to provide their opinions on matters that are 
important to them 







Table 3 Questionnaire used in the survey for Local Government Officials 










 0.102 0.183 -0.18 0.13 0.032  
 0.585 0.334 0.216 -0.07 0.182 
 -0.08 -0.08 0.261 0.147 0.332 




 0.063 0.68 0.353 -0.06 -0.4 
 -0.03 0.183 -0.15 0.114 -0.02 
 0.169 0.176 0.192 -0.15 0.235 
 0.157 -0.01 0.193 0.064 0.26 




 0.142 0.805 0.224 0.007 -0.42 
 0.73 0.133 0.042 -0.21 0.012 
 
0.693 
0.687 0.357 0.001 0.034 
 0.107 0.216 -0.20 0.184 0.095 
 -0.1 -0.2 0.157 0.049 0.228 
 0.26 0.101 0.599 0.319 0.008 




AP2 AP3  
 0.204 0.429 0.201 
 
0.77 
0.546 0.014  
 0.216 0.251 0.014 
 -0.04 -0.05 0.766 
 0.268 0.127 0.175 




 0.06 0.153 -0.08 
 0.027 -0.04 0.643 
 0.169 0.08 0.05 




 0.183 0.335 0.117 
 0.348 0.305 0.018 
 0.153 0.141 0.84 
 -0.1 0.015 0.32 Navigation 
FINFO1 
FINFO2 
FINFO3 FINFO4  





 0.312 0.324 0.175 -0.16 
 0.179 -0.01 -0.06 0.538 
 -0.22 0.154 0.201 -0.14 





 0.234 0.207 -0.03 -0.00 
 0.264 0.15 -0.12 0.247 
 -0.31 0.075 0.127 -0.11  





 0.166 0.228 -0.00 0.533 
 0.326 0.395 0.408 -0.30 
 -0.11 0.002 0.141 0.413 
 0.293 0.004 0.008 0.454 Interactivity 
INTER1 
INTER2 INTER3 
INTER4 INTER5  
 0.211 0.091 0.748 0.46 0.378 





 0.055 0.169 0.181 0.258 0.141 
 -0.07 -0.05 0.18 0.384 0.691 
 0.402 0.128 0.761 0.479 0.4 





 0.178 0.03 -0.00 0.373 0.088 
 -0.28 -0.01 0.159 0.309 0.709 
 -0.08 0.482 0.078 -0.13 -0.02 
 0.257 0.135 0.078 0.141 0.372 





 0.071 0.16 0.467 0.469 0.64 










 0.23 0.256 0.2 0.227 0.102 
 0.732 0.277 0.163 0.159 0.184 
 0.079 0.109 -0.03 -0.10 0.362 






 0.151 0.332 0.335 0.208 0.155 
 0.834 0.335 0.128 0.157 0.2 
 0.103 0.032 0.029 -0.06 0.181 
 0.116 0.117 0.201 0.174 -0.02 
 0.079 -0.04 0.027 -0.03 0.127 






 0.569 0.226 0.14 0.065 0.146 
 -0.13 0.259 -0.07 -0.12 0.431 
 0.288 0.177 0.109 0.036 0.416  
Eigen Values 7.26 2.22 2.08 1.50 1.165 6.98 2.39 1.8 1.54 1.3 1.24 7.9 2.9 1.89 1.6 1.22 











Table 6 Summary of Paired Sample t-test  Mean 
SD t df p Time 1 Time 2 
Virtual Community 4.85 5.01 1.13 -1.288 74 .202 
Appearance 5.51 5.51 1.11 0.052 74 .959 
Navigation 5.74 5.85 0.94 -1.063 72 .291 
Interactivity 5.19 5.37 1.11 -1.409 73 .163 







Table 7 Dimension Weight Assignment by Local Government Official  Scored Weight 
Navigation High 5 
E-Service 
Upload High 4 Download Average 3 
Appearance High 4 
Virtual Community Average 3 
Transparency High 5 






Table 8 Breakdown of Sample 





Table 9 Crosstab of Experimental Units  Very Low Low Moderate High Very High Total HH 1 4 25 33 14 77 HL 0 6 26 33 14 79 LH 3 1 0 2 0 6 LL 2 5 3 0 0 10 Total 6 16 54 68 28 172 






Table 10 Correlation of Features of Website vs. Overall Website 
  Mean SD 1 2 3 4 5 6 1 ∑ Ind. Feature Expectation  7.13 8.34 1      
2 ∑ Ind. Feature Performance 1.51 9.05 0.179* 1     
3 ∑ Ind. Subtractive Disconfirmation -5.62 11.12 -0.60** 0.675** 1    
4 Overall Expectation 0.67 0.92 0.196* 0.872** -0.489** 1   
5 Overall Performance 0.025 1.08 0.105 0.646** 0.895** o.148 1  
6 Overall Disconfirmation   -0.64 1.31 -0.523** 0.602** -0.577** 0.876** 0.722** 1 





Table 11 Factor Analysis Results  ID 1 2 
Satisfaction Satisf1 .825  Satisf2 .810  Satisf3 .818  Satisf4 .805  
Intention Intent1 .780  Intent2 .785  Intent3 .805  Intent4 .790  
Political Internal Efficacy P_IE1 .853  P_IE2 .871  P_IE3 .813  P_IE4 .833  Political External Efficacy P_EE1 .787 -0.36 P_EE2 .153 .825 P_EE3 .049 .876 
    
Eigen values  9.026 1.516 







Table 12 Correlational Table of Model Variables 
 Mean SD  1 2 3 4 5 6 1. Intention 2.97 1.25 0.95 1      2. Satisfaction  3.03 1.26 0.93 .732**      3. Int. Political Efficacy 2.70 1.12 0.92 .720** .734**     4. Ext. Political Efficacy  3.12 1.11 0.73 .289** .279** .201*    5. Expectation 7.13 8.34 - .065 .126 .054 -.091   6. Performance 1.51 9.05 - .590** .776** .657** .193* .179*  7. Disconfirmation -5.62 11.12 - .436** .534** .493** .232** -.603** .675** 







Table 13 Interaction Analysis Predictors Step1 Step2 
Step 1   Expectation -3.445*** -3.486*** Performance  7.692*** 7.688***    
Step 2   Exp X Perf  -0.219       R2 0.872*** 0.873    

















• Makes laws & policies for the nation 
• Upholds the constitution 
• Made up of three branches:  Legislative, Executive, Judicial 
• Guided by Federal laws and policies 
• Makes laws & policies for respective State 
• Provides high level generic services such as – renewal of licenses 
• Guided by both State & Federal laws and policies 
• Is a “creature of state” (Elliot & Ali, 2007) 
• Has charter over cities, township, municipalities 
• In charge of everyday services such as 
• Public schools & libraries 
• Police 
• Fire department 






Figure 2: Proposed Theoretical Model for Study 
Perceived Expectation 
Performance 
Satisfaction Internal Political Efficacy  
Intention to be involved  

































































Step 1 • Item Creation •Literature review - Previous Chapter
Step 2 • Face Validation• Item Categorization •SME* sample- Web user
Step 3 • Item Reliability •SME sample - Local Government Officials 
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